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Investigation of changes in service delivery 
Abstract 
The purpose of this thesis was to explore whether there is change in organizational 
citizenship behaviours in community agency staff following agency adoption of a rights -
based service philosophy. Four community agency support staffwere interviewed to 
investigate how residential care providers in services for persons who have intellectual 
disabilities describe their voluntary job related behaviours following training about human 
rights. The major finding was that the participants were actively engaged in displaying 
civic virtue, courtesy, and altruism discretionary behaviours. There was evidence of a post 
rights training shift in communication patterns with support staff reporting that they used 
language that prom,oted and advocated for human rights, and reported increased 
communication exchanges among persons supported by the agency, support staff and 
managers. Participants also suggested that the individuals they support asserted their rights 
more frequently and they were more active in their own life choices following rights 
training. 
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Introduction 
The enactment of human rights has been an increasingly prevalent topic within 
residential care facilities for persons with intellectual disabilities (ill). It has been 
suggested that when support staff adhere to a human rights approach to care taking, the risk 
of restricting rights and engaging in abusive practices is minimized. Support staff members 
who work in residential facilities are responsible for providing all aspects of care 
associated with daily living and they are accountable to provide safe, respectful 
environments for people with ID. This thesis is an exploratory research project that 
illuminated the voices of four support staff from a community residential care 
organization. In onJer to complete this project, one community agency supporting 
individuals with ID that had implemented human rights training for its staff members gave 
permission for the researcher to recruit staff from their organization. 
Community Living Port Colborne,...., Wainfleet (CLPCW) is a community agency 
located in Southern Ontario that has always striven to provide quality care and community 
integration for persons with ID. CLPCW is a partner in the 3Rs: Rights, Respect and 
Responsibility Community University Research Alliance implementing a systemic 
organizational human rights philosophy within their agency. The 3Rs Project was 
developed in 2000 in alliance with Community Living WellandlPelham and Brock 
University researchers providing human rights education to persons with intellectual 
disabilities, their family members, their support staff and people in the community. The 
Project was designed to develop systemic approaches to human rights promotion in 
community support agencies. Support staff receive human rights education after an agency 
has created a human rights mission statement and once a Human Rights Facilitation 
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Committee has been established. Support staff members are better able to provide a 
continuum of care to persons with intellectual disabilities who are learning about their 
human rights after they have received the training. 
The focus of the present study was on examining the manner in which support staff 
at CLPCW experienced the impact of human rights training. Semi-structured interviews 
were conducted with participants concerning the nature of their formal and voluntary job-
related tasks before and after 3Rs training, . Organization citizenship behaviour (OCB) is a 
term that was used by Organ and Podsakoff(1988; Organ, Podsakoff, & Mackenzie, 2006) 
to refer to voluntary behaviours that employees engage in that extend beyond the specific 
requirements of th~ir job. This study used the concept of OCB to explore how support staff 
reported their experiences before and after 3Rs training. This study additionally aimed to 
report how support staff described human rights have been perceived within the 
organization prior to and following the 3Rs program. 
The current study extends on a previous research study conducted by Mullins 
(2009) who investigated the systemic changes in another agency that adopted the 3Rs 
model. Mullins interviewed and surveyed a sample of organization members who 
described the changes in their entire agency following the adoption of a rights-based 
service agenda. Participants in that study described that communication increased between 
support staff and management and that human rights were more actively being considered 
in day to day activities. The goal of the present study was to more thoroughly describe how 
the specific work behaviours of direct support staff changed following the human rights 
training. 
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In order to achieve the above goal the current thesis will provide a definition of the 
key tenns within this study; it will then describe the history of abuse towards individuals 
with intellectual disabilities. The literature will also explore Sobsey's (1994) integrated 
model of abuse that was identified as a theoretical model that could describe how abuse 
occurs within familial and residential settings. The purpose in understanding how abuse 
occurs is one method that can be used to prevent abuse from occurring. One of the main 
intentions of the 3Rs program is to increase awareness of human rights to prevent abuse 
from occurring. The systemic approach to human rights education provided by the 3Rs will 
then be thoroughly described. 
Support staff in residential settings playa key role in preventing abuse from 
occurring and in maintaining an environment that is inclusive of peoples human rights. 
Some of the complexities within the role is to balance safety concerns and human rights 
concerns. As the role of a staff member is so integral in the lives of people with ID, this 
paper will explore the voluntary duties, OCB, that contributes to the overall success of the 
organization (Organ & Podsakoff, 1988; Organ, Podsakoff, & Mackenzie, 2006). 
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Investigation of Changes in Prescribed and Voluntary Job Roles in Community Service 
Delivery for People who have Intellectual Disabilities after the Implementation of the 3Rs; 
Rights, Respect and Responsibility Proj ect 
Literature Review 
Historically, many persons with intellectual disabilities (ID) have been forced to 
live in situations which often denied their choice of with whom they resided and how they 
spent their time. Such restrictive environments have also been sites of abuse and neglect 
(Cambridge, 1999; Rooke, 2003; Sobsey, 1994). Persons with intellectual disabilities, 
especially children, are one of the highest reported populations to become victims of abuse 
by care providers such as family members, friends and staff members. Reports indicate that 
persons with disabilities are at least twice as likely to be abused when compared to 
individuals without disabilities (Harrell, & Rand, 2010). Ensuring the protection and 
promotion of individual human rights for persons with intellectual disabilities has become 
an increasingly prevalent topic within Ontario (Rooke, 2003; Rioux, & Carbert, 2003). 
The shift to a human rights perspective for persons with disabilities has transformed 
some of the previous concepts of disability from a deficit model (Rooke, 2003), in which 
the person is seen as lacking in abilities, to a rights model that considers environmental 
factors that contribute to individuals' overall success in acquiring new skills. Group homes, 
"locations with maximum support and multi-bed settings" (Griffiths et aI, 2003, p. 
27), within community settings often provide individuals with intellectual disabilities with 
the opportunity to engage in more community activities, such as recreation, and provide 
more direct support from staff in comparison to larger institutional settings. Support staff 
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twho adhere to a human rights philosophy may be prompted to engage in voluntary 
behaviours that may not be delineated in their prescribed job roles. 
Previous research has demonstrated that social service employees, such as support 
workers, often engage in voluntary behaviours that go beyond the prescribed requirements 
of the position (Dipaola, & Hoy, 2005; Hopkins, 2002; Somech, & Ron, 2007). Organ and 
Podsakoff (1988) refer to such voluntary behaviours that are not followed by any type of 
formal reward as Organizational Citizenship Behaviours (OCB). The current study focused 
on an exploration of staff members' perception of change in both their OCB and prescribed 
job duties following their organization's commitment to a human rights service 
philosophy. 
The current study was an exploratory project. To the knowledge of the primary 
researcher, there has been no previous research that has described OCB among community 
support staff in services for persons with intellectual disabilities following human rights 
training. As this research was exploratory in nature, each of the main concepts in this paper 
will be defined so that a shared meaning of each of the key terms can be established. 
Dermitions 
Human rights. 
One of the most important steps in the process of understanding rights is the ability 
to describe what is meant by the term (Sobsey, 1994; Griffiths et aI., 2003). The challenge 
of defining rights is that a concrete definition of the term has not been established therefore 
a common meaning is not shared amongst any group of persons. For the purpose of this 
thesis, the term rights will not only refer to natural rights, meaning the rights that sustain 
human life (Griffiths et aI., 2003), but will also include the rights that are outlined by the 
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Convention on the Rights of Persons with Disabilities (CRPD) (United Nations General 
Assembly, 2006). This definition includes that all individuals have the right to experience 
life without being subjected to discriminatory treatment; the right to equal treatment, 
accessibility and equality (United Nations General Assembly, 2006). 
Group home and support staff. 
Group homes are community residential services that support individuals with 
intellectual disabilities. They are often small home-like settings situated in community 
environments. Compared to larger institutional settings, community group homes are 
generally better able to support autonomy and individual rights for persons with 
intellectual disabili~ies as typically they have higher support staff to resident ratios 
(Sobsey, 1994; Rooke, 2003). Support staff are the people who are employed to provide 
direct care to persons with intellectual disabilities within a group home. 
Organizational citizenship behaviour. 
Organizational citizenship behaviours (OCB) are the voluntary behaviours one 
engages in at work that are not followed with any type of formal reward. Despite the fact 
that they do not appear in job descriptions, these behaviours contribute to the overall 
success of an organization (Organ, 1988; Organ, Podsakoff, & MacKenzie, 2006). A 
person who engages in OCB goes above and beyond the expectations ofhislher formal 
written job expectations. This is not to conclude that the person engaging in OCB will 
never be rewarded, however it is not explicitly clear when the person will receive reward 
or that the behaviour will ever be rewarded. Organ (1988; Organ et aI., 2006) has claimed 
that OCB is the underlying foundation of every successful organization because OCB has 
many positive effects within an organization. 
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Even one act of OCB can demonstrate positive effects for an entire organization 
(Organ, 1988; Organ et aI., 2006). For example, if a new staff member employed by an 
agency does not know how to complete a task, another staff member may demonstrate 
OCB by voluntarily demonstrating to the new employee how the task is done despite this 
being outside of this person's formal job description. As a direct result of OCB, the new 
staff member may be in a better position to complete hislher assigned work duties, 
therefore feeling more competent in hislher role. The agency/company benefits because the 
employee can demonstrate higher productivity or may be available to complete other tasks. 
The stakeholders involved in the agency profit because more work is completed at the 
jobsite and more erp.ployees are satisfied as a result (Organ et aI., 2006). The person who 
engaged in OCB may not even acknowledge the ripple effects that this one act has caused 
and the contribution to the organization and/or business may never be formally recognized 
by anyone else. 
Defining the behaviours that constitute OCB is often difficult as many 
organizations have different expectations in job duties (Organ et aI., 2006; Podsakoff, 
MacKenzie, Paine, & Bachrach, 2000). Behaviours that may not seem to be inherently 
voluntary may still constitute OCB because of the frequency, duration and/or intensity of 
the behaviour. For example, an organization might provide employees with 5 sick days per 
year. Some employees may use all five days each year, while other employees may resist 
calling in for all of the sick days they are allotted. Some of these employees may even 
decide to attend work with a light headache, and decide that it is not a reasonable illness to 
justify calling in sick. Other examples of these behaviours include employees leaving early 
7 
Investigation of changes in service delivery 
in inclement weather to arrive to work on-time and ensuring accuracy in their work rather 
than just completion. 
History of Abuse 
Persons with intellectual disabilities have been denied human rights throughout 
history (Sobsey, 1994; Griffiths et aI, 2003; Owen et aI., 2003; Ward, & Stewart, 2008) 
and in many instances were considered to be less than human and therefore lacking in the 
qualities deemed necessary to contribute to society. Sobsey (1994) explains that, 
historically, persons born with intellectual disabilities (ID) were euthanized as their life 
was not considered to be significant. Young and Quibell (2000) suggest that for centuries, 
persons with intell~ctual disabilities were simply omitted from having legal standing with 
respect to individual rights. As persons with ID were not active citizens under the law as a 
result, it was considered tolerable for the state to take a paternalistic approach towards 
controlling their lives. Often the state would confine persons with ID to institutional 
settings that would disregarded individuality and, in some cases, devalued a person's life 
(Sobsey, 1994). Institutions and residential care units have been regarded as sites where 
chronic human rights violations have occurred (Sobsey, 1994; Griffiths et aI., 2003) as 
even the nature of residential care can put individuals at risk for victimization and human 
rights violations. 
Sobsey (1994) proposed that the integrated ecological model is the most 
comprehensive theory to explain why abuse occurs in residential care settings and how it 
can be prevented. The integrated ecological model is an adaptation of Bronfenbrenner's 
ecological model (as cited by Sobsey, 1994) and Belsky'S application of this model to 
child abuse (as cited in Sobsey, 1994), with the integration of additional elements from 
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two other theories: counter-control and social learning theory. Belsky's version of the 
ecological model of abuse describes parent-child interactions within the family 
micro system, and the bidirectional nature of the interaction of families with other systems, 
such as school and work (mesoystem), all within the larger context of the influence of 
social institutions (exosystem) and culture (macrosystem). A key feature of this model is 
that all levels of the system (micro, meso, exo and macro) have an influence on one 
another. When applied to abuse in families, the interaction between an abuser and an 
abused person is influenced not only by the immediate context (microsystem) but also by 
the broader context of social influences. For example, family abuse may relate to the nature 
of parental interact!on that may, in tum, influence parent-child abuse. However ,this 
interaction may also be influenced by the dyadic relationship of the family micro system 
with the meso system, which includes other microsystems such as extended family, friends, 
schools and places of employment. The family microsystem and the larger social 
meso system exist, in tum, in bidirectional relationship with the larger exosystem, 
consisting of social institutions, and the macrosystem that reflects cultural beliefs and 
attitudes. For example, Sobsey identifies how cultural beliefs about disability can disrupt 
the development of healthy attachment between parents and their children with disabilities 
which, in tum, can contribute to abuse. 
Sobsey's integrated ecological model of abuse broadens the earlier ecological 
model to include the interaction of persons with disabilities with not only their families but 
also with other caregivers, such as foster families, group home or other residential staff 
whom they encounter as their life circumstances change. The model includes an 
examination of the interaction among the characteristics of the potential victim, such as 
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physical vulnerability and learned compliance; the characteristics of the potential offender, 
such as authoritarianism and impulsivity; the nature of the environment, such as social 
isolation of residential facilities and focus on control; and cultural influences, such as 
objectification of victims. Sobsey emphasizes that situations with overly compliant and 
disempowered victims and abusers with a high need for control lead to "dynamics [that] 
are interactions marked by power inequities and relationships characterized by 
domination" (Sobsey, 1994, p. 170). The effects of these personal interactions can be 
exacerbated or mitigated by environmental factors depending on whether they "provide 
models of prosocial or antisocial behaviour" (Sobsey, 1994, p. 172). Sobsey makes the 
case that abuse is ~itigated by small care systems that are integrated into communities and 
that have a stable group of care providers within a culture in which " demands for 
compliance should be minimized and counter-control should be clearly evident" (Sobsey, 
1994, p. 172). Alternatively, care environments can develop a subculture that promotes 
and models violent treatment of residents by staff members. Failure of staff members to 
comply with this norm of violence can result in their ostracism by fellow staff members. 
Sobsey suggests that such organizational environments are fostered by social isolation. 
Sobsey's integrated ecological model of abuse underscores the vital importance of a broad 
systemic analysis of factors contributing to the prevention of abuse of persons with 
disabilities that includes an examination of organizational culture and how it influences 
and is influenced by the nature of the relationship between staff and the persons they 
support. 
Cambridge (1999) described a model similar to the ecological model of abuse 
however, with a focus on elaborating the four levels at which abuse could be analyzed. 
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Levell, focuses on abuse that occurs at the supported individuals' level, suggesting that 
the analysis of behavioural support and case notes is critical. Level 2, was described as the 
house level, including investigation of how staff and management work together, the 
nature of staff training, and the procedures used in the home on a day to day basis 
including the use of restraints. Level 3, the professional level, is the level at which staff 
and management find support for their own needs, and includes investigation of how staff 
and management are able to co-operate with one another for the good of the people they 
support. Finally, at level 4, the organizational level, analysis is undertaken of how the 
organization operates including investigation of the policies that are in effect within the 
agency, how management adheres to and implements these policies, and the overall 
functioning of the agency such as financial spending. In a study that included interviews 
with residential employees, Cambridge found that abuse could be prevented at each of 
these levels. This is similar to Sobsey's (1994) position that abuse occurs ecologically, 
within each facet of the organization. 
Abuse may be more likely to be prevented if a commitment is made by 
organizations to deliver services in a manner that is based on a commitment to the 
protection and promotion of human rights (Sobsey, 1994; Owen et aI., 2003). If this 
commitment to human rights becomes integrated at each of the 4 levels that were described 
by Cambridge (1999), protocols to prevent and to report abuse could be implemented at the 
organizational level and trickle down to the individual level. Giving staff and persons with 
intellectual disabilities alike the opportunity to learn about human rights and to address 
human rights restrictions that occur in residential care facilities may be one of the best 
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methods to integrate human rights based service delivery into an organization (Griffiths et 
aI., 2003; Owen et aI., 2003). 
3Rs Human Rights Training 
Since 2000, the 3Rs: Rights,Respect and Responsibility Community University 
Research Alliance project (3Rs) has been working towards educating persons with ID and 
the people who support them about human rights and human rights issues (Owen et aI, 
2003; Owen & Griffiths, 2009; Griffiths et aI, 2003). In collaboration with Broc~ 
University and Community Living Welland and Pelham (CLWP), many new approaches 
have been developed to create an environment that supports the rights of persons with ID. 
Some of the object~ves of the 3Rs programs are to prevent abuse and to improve the quality 
of life of persons with disabilities. Furthermore, the program advocates that persons with 
ID have the ability to acknowledge that they are entitled the same human rights treatment 
as every citizen in Canada. The 3Rs initiative supports the notion that teaching individuals 
about their rights and how to assert them can prevent abuse (Sobsey, 1994; Owen et aI., 
2003). 
The 3Rs training is designed to educate individuals within community support 
organizations about human rights and human rights related issues in the context of respect 
for the rights of others and responsibility for one's responsibilities. Training packages have 
been designed for persons with ID, and the staff, managers, board members, and family 
members who support them. Participants benefit by learning about how to respectfully and 
responsibly respond to rights violations and how to make a human rights complaint within 
an agency via a Rights Facilitation Committee (Owen et aI., 2003). The focus of the 3Rs 
project is on promoting a systemic approach to rights promotion and protection. 
12 
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A systemic approach within community agencies. 
In the twenty-first century there has been a gradual change within organizational 
agendas to include agency focus on human rights (Owen et aI., 2009). In order for 
organizations to support the individual human rights of both persons with ID and staff 
members, the concept of human rights must be acknowledged and embraced by 
organizations in a systematic and systemic manner. Owen and colleagues (2009) suggest 
that to integrate human rights within an organization there must be a commitment to a 
rights based service agenda, with open lines of communication and organizational 
mechanisms to promote critical examination of organizational policies that exist within the 
agency. Organizati9ns must be willing to critique their policies and procedures, and be 
open to changing them to provide practical support for a human rights agenda. 
Organizational changes that occur within an agency typically occur through a top-
down process. Within this process, management must ensure that organizational supports 
are available in order for employees to transition to the new organizational reality. Even 
when organizations change for a positive reason, such as the adoption of a rights based 
service delivery orientation, management still needs to provide support during and 
throughout the change (Owen et aI, 2009). Existing literature on the 3Rs program 
concludes that the best scenario to secure the transition of a rights based agenda within an 
agency is for all members of the organization to commit to supporting the organization's 
rights principles, philosophy and mission statement (Griffith et aI, 2003; Owen et aI., 2003; 
Owen et aI., 2009). Additionally, organizations must be willing to reflect critically on how 
their policies and procedures operate before they implement a systematic change to a rights 
based agenda (Owen et aI., 2009). 
13 
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Community Living WeHand Pelham (CLWP) was the first agency to implement the 
3Rs: Rights, Respect and Responsibility project approach to securing a rights based service 
delivery model. During the transition, CL WP established a Human Rights Statement that 
consisted of21 items. This statement was created with the provisions established in The 
Canadian Charter of Rights and Freedoms and the Rights for Individuals with Disabilities 
as described by Accreditation Ontario's Enhancing the Rights and Personal Freedoms of 
People with Disabilities (as cited by Owen et aI., 2003). The human rights philosophy at 
CL WP includes, 
1) Right to equal treatment without discrimination 
2) Freedom o( conscience and religion 
3) Freedom of opinion and expression 
. 4) Freedom of peaceful assembly and association 
5) Right to vote 
6) Right to enter, remain in or leave Canada or any Province 
7) Right to life, liberty and security 
8) Right not to be deprived of one's life, liberty, or security except in accordance with 
the principles of fundamental justice 
9) Right not to be subjected to any cruel and/or unusual treatment or punishment 
10) Right to be secure against unreasonable search or seizure 
11) Right to equal protection and equal benefit of the law (Owen et aI., 2003, p. 49-50). 
The statement also included human rights statements to better support the individuals at 
CL WP, which include, 
1) Right to equal treatment under the law 
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2) Right to participate in affirmative action programs designed to ameliorate the 
conditions of individuals or groups who are disadvantaged 
3) Right to contract for, possess, and dispose of property 
4) Right to income support 
5) Right to an education 
6) Right to sexual expression, marriage, procreation, and the raising of children 
7) Rights to privacy 
8) Rights to adequate health care 
9) Right to equal employment opportunities 
10) Right to appropriate support services of the individual's own choosing (Owen et aI., 
2003, p. 50-51). 
Following the completion of the human rights statement and philosophy, persons supported 
by CL WP and their direct care staff participated in an evaluation process which was 
designed to illuminate human rights concerns in the organization (Griffiths et aI., 2003). 
This process provided a comprehensive picture of the human rights concerns that were 
occurring within the agency at that time. 
The study by Griffiths et ai. (2003) found that there were discrepancies between the 
staff and the people who were supported by the agency in regards to the perception of 
which rights were being violated. Control and Decision Making, and Access and 
Autonomy were the top rated rights concerns reported by the staff while supported 
individuals ranked Relationship and Community Supports, and Safety, Security and 
Privacy as their two highest areas of rights concerns in the agency. The findings suggested 
that support staff may not always be aware about how sensitive a particular issue is to the 
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person whom they support. For-some individuals, their rights may be restricted due to a 
lack of communication between support staff and the individual who is supported rather 
than being an intentional act by staff This is one example of the underlying reasons that 
supported individuals, support staff, managers other persons involved in the agency must 
create a system of communication and evaluation of the services provided within the 
agency. 
To maintain an agency committed to ongoing promotion of human rights and 
advocacy for the protection of these rights, organizations must be able to evaluate the ways 
in which they operate frequently and openly (Owen et aI., 2009); examining the agency as 
a whole provides a,comprehensive assessment of the policies that are needed to protect and 
promote human rights. One method to create open dialogue within an organization is to 
create a communication system among all organization members. CL WP operates using a 
double feedback loop that provides insight from support staff and by members of the 
community about how to resolve human right concerns occurring within the agency. 
Members at CL WP may address their human rights concerns by providing feedback at 
training sessions, and through discussions with managers and the Executive Director 
(Owen et aI., 2003). The Rights Facilitation Committee consists of staff, representatives of 
persons supported by CL WP and community members from a variety of disciplines so that 
broad based support is accessible to the agency to address human rights concerns (Owen et 
aI., 2009). Members ofCLWP can address their concerns to the Rights Facilitation 
Committee and the committee can provide feedback by suggesting alternative solutions to 
address the issue. 
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Since the inception of the human rights training project at CL WP, many other 
agencies in the Niagara Region have joined in the 3Rs program to systematically 
implement rights education and staff training in their organizations (Owen et aI., 2009). 
However, Owen et aI. state that before training can occur the agency must develop and 
commit to a set of human rights principles that are attainable for the organization. 
Additionally, the organization must create standards that will support the daily enactment 
of human rights promotion and protection. The enactment of these principles requires that 
all organizational policies and procedures are congruent with these stated principles so that 
the agency is in a better position to adhere to its human rights philosophy. 
Tra~ing program for support staff. 
Once organizations have committed to a statement of rights and have access to a 
Rights Facilitation Committee to address rights concerns, the next step in the 3Rs approach 
is training for managers and staff. All persons who are employed by agencies that have 
committed to the 3Rs program are expected to attend human rights staff training that 
provides them with information about how the interacting principles of rights, respect and 
responsibility can be supported in the environments in which they work. The 3Rs training 
for support staff includes presentations, discussions and role plays to equip support staff to 
support the people they support to enact the rights training they will receive (Owen et aI., 
2003). All the activities within the program are designed to educate support staff about the 
human rights of the persons they support and also to create dialogue about and respect for 
human rights in support services. 
During the initial evaluation of the 3Rs staff training, Owen et aI. (2003) measured 
staff members' knowledge about human rights infringements, methods to advocate for 
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persons with ID and ways to address or prevent human rights restrictions using a pre-post 
study design. The questionnaire measured participants' responses to hypothetical scenarios 
of human rights violation. Participants were scored on how they described and identified 
the human rights violations in the scenarios, how they would respond to violations and 
how they would rectify the situations. The results indicated that there were significant 
differences (p<0.01) in the pre-post scores when the support staffwere asked to identify 
human rights violations in the scenarios, and to describe the nature of the violations and 
possible solutions. 
Seven years after the initial 3Rs staff training, Mullins (2009) conducted qualitative 
interviews with staff and managers asking them to describe some of the systemic changes 
that had occurred in their agency since the initiation of the 3Rs training for managers, staff 
and persons with intellectual disabilities. Participants described how the training had 
prompted increased human rights awareness. Additionally, the training facilitated the 
dialogue about rights related issues such as infringements that were not intentionally 
delivered but needed to be rectified. These rights restrictions included human rights 
restrictions that may not be obvious in daily routines such as having everyone in the group 
home brush their teeth at the same time regardless of their individual preference. One of 
the formal job duties that shifted with the change to a rights-based service delivery system 
was the expectation that staff must offer choice to the people they support, therefore 
maximizing the opportunity for persons supported by the agency to assert their rights. 
Support staff and management both described a stronger commitment to preserving and 
advocating for the rights of persons with intellectual disabilities. 
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Mullins (2009) described that some of the staff reported that 3Rs training was an 
'evolutionary' process that increased the agency's awareness and advocacy of human 
rights. Members interviewed described an agency commitment to active rights protection 
particularly when working with individuals who face barriers to access human rights, such 
as difficulties with communication. Persons who are unable to communicate their needs or 
desires verbally often have more difficulty advocating for themselves. Mullins (2009) 
additionally reported that there were systemic changes throughout the agency. For 
example, managers reported that they were more receptive to support staff ideas and input 
while support staff also reported feeling that their managers were more receptive to their 
suggestions. 
Training program for persons with intellectual disabilities. 
Following training for agency staff, persons with intellectual disabilities are offered 
human rights training. The 3Rs program provides individuals the opportunity to become 
aware of their rights and responsibilities through a variety of approaches. The 3Rs project 
has developed training that includes a discussion-based format using "role-playing, word-
picture association games and discussions" (Owen et aI., 2003, p. 54), an interactive CD 
training program and a rights board game (Agnew et aI., 2010). The discussion-based 
portion of the training package includes twenty-two lessons that are approximately two 
hours each. Small groups of 10 or fewer members get together so that they may actively 
role-play and rehearse different lessons that relate to the understanding of human rights 
related issues. The game-based training includes videotaped examples of rights scenarios 
that give participants the opportunity to learn to differentiate rights restrictions from non-
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restrictions and to examine ways in which rights restrictions can be addressed in the social 
context of respect and responsibility. 
Focus of this study. 
The current study extends previous research that has examined the systemic 
changes within organizations undertaking a shift to a rights-based service philosophy. 
Support staff positions are both challenging and play an integral role within agencies that 
support individuals with ID. This study investigates the fonnal and infonnal changes in the 
roles of support staff after the implementation of the 3Rs program. Mullins (2009) reported 
that after 3Rs training staff reported changes in the job descriptions prescribed by the 
agency and change,S in their own job related behaviour. As Mullins (2009) described, 
Additional external behaviour changes that were reported by the staff included a shift 
towards individualized programming, providing people they support with more 
education about rights, a change in both their perspective and behaviour related to 
rights infringements, an increase in their advocacy for rights, and supporting 
individuals with disabilities when they are in the community (p. 79). 
This purpose of the current thesis was to expand on findings such as these to examine how 
the fonnal duties and infonnal job-related behaviours (OCB) of direct care staff change 
after rights training. 
Organizational Citizenship Behaviour in a Not-for-Profit Organization 
Many social sector positions, including support staff in residential settings working 
with individuals with ID, require a vast repertoire of skill sets (Owen, Pappalardo & Sales, 
2000) that extend beyond educational knowledge and training workshops. Hopkins (2002) 
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suggests that a successful employee in the social service sector may inadvertently engage 
in behaviours that go beyond the formal job expectations because the demands of the job 
may require them to do so. Lam, Hui and Law have suggested that often OeB is thought of 
as "an integral part of an employee's job responsibilities" (as cited by Organ et aI., 2006, p 
142) suggesting that many characteristics of oeB are expected in various positions within 
an organization especially within the social service sector (Owen, Pappalardaro, & Sales, 
2000). OeB and the social sector services theoretically appear to complement each other; 
there is a necessity to provide services in the social sector that extend beyond regularly 
scheduled and defined duties to include emotional responses and oeB is, by definition, 
behaviour that extep.ds beyond the regularly assigned duties of employees. 
Due to the nature of social service setting positions, oeB may be expected by the 
agency (Owen et aI, 2000; Hopkins, 2002) since staff must engage in team-building, 
establishing extra supports for the people they serve, work long hours and encourage other 
individuals to engage in providing suggestions for a more effective work environment. 
Hopkins (2002) suggests that Organ's five dimensions of organizational citizenship 
(discussed below) apply to social service environments as these behaviours are very much 
required for the job. Hopkins argues that, 
social service agencies often face a number of internal and external challenges, 
including a decrease in resources accompanied by an increase in service demands, 
heightened competition among agencies for funding, clients, qualified employees, 
board members and volunteers, greater emphasis on cost and performance 
accountability, low staff morale, and a crises-oriented environment. (p. 3) 
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As a result, support staff members behave in a manner that is defined as altruistic, 
conscientious, sportsmanlike, courteous and virtuous in order to provide quality care to the 
individuals whom they support. Quality care influences the success of the organization. 
In the social service sector, especially in regards to positions such as counsellors, 
Owen, Pappalardaro, and Sales (2000) argue that "to survive in professional settings and, 
more than this, to receive positive performance ratings, new counselling graduates need to 
have an understanding of the informal as well as the formal behavioural expectations that 
their supervisors and colleagues will have of them as individuals and as members of 
professional teams" (p. 99). It is important to consider that in the social service setting, 
support staff and pf.ofessionals may have to deal with individuals exhibiting difficult 
behaviours, such as high levels of anxiety, aggressive behaviour, and high levels of 
emotional involvement. For these reasons, staff may be required to extend their workday to 
accompany an individual; therefore agencies may expect some adherence to informal job 
expectations such as staying the additional time needed to meet all the needs of the person 
supported for that day. 
Five Factor Model of Organizational Citizenship Behaviours 
Organ (1988) presented a five dimensional model of OCB. These five behaviours 
are altruism, conscientious, sportsmanship, courtesy and civic virtue. These five factors are 
described by Podsakoff, MacKenzie, Moorman, and Fetter (1990) as, 
Altruism-Discretionary behaviours that have the effect of helping a specific 
other person with an organizationally relevant task or problem. 
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Conscientiousness-Biscretionary behaviours on the part of the employee that go 
well beyond the minimum role requirements of the organization, in the areas of 
attendance, obeying rules and regulations, taking breaks, and so forth. 
Sportsmanship-Willingness of the employee to tolerate less than ideal 
circumstances without complaining-to "avoid complaining, petty grievances, 
railing against real or imagined slights, and making federal cases out of small 
potatoes" (Organ, 1988, p. 11). 
Courtesy- Discretionary behaviour on the part of an individual aimed at 
preventing work -related problems with others from occurring. 
Civic V!rtue- Behaviour on the part of an individual that indicates that he/she 
responsibly participates in, is involved in, or is concerned about the life of 
the company. (p. 115) 
Engaging in anyone of these behaviours may not result in tangible reward; however this 
does not mean that all of these behaviours go unnoticed. More specifically, it means that a 
tangible reward is not evident and the employee does not know if a reward will ever be 
granted (Organ et aI., 2006). 
Some supervisors may take notice of these behaviours and be more likely to 
promote or reward an employee unexpectedly at a later date (Organ et aI., 2006). OCB are 
assumed to be produced by employees due to employee attitudes (Organ et aI., 2006; 
Penner, Midil, & Kengelmeyer, 1997). Satisfaction in the workplace, motivation that is 
derived from the belief that engaging in OCB will improve outcomes, prosocial behaviour, 
and organizational structure have been demonstrated to contribute to OCB characteristics 
(Penner, Midil, & Kengelmeyer, 1997). 
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Organizational citizenship behaviours can be described as serving two different 
functions; either they benefit the organization or they benefit the individual. For example, 
if a person volunteers to come to work early, the organization might benefit because they 
may be more likely to meet a deadline, or perhaps, the individual benefits because they 
would like to go home earlier. Organizational OCB (OCBO) are behaviours that occur in 
the workplace that benefit the success of the agency as a whole whereas, Individual OCB 
(OCBI) serve to benefit the worker (Lee, & Allen, 2002). Engaging in OCBO or OCBI 
can occur simultaneously or on their own. Regardless of whether a staff member engages 
in OCBO, OCBI or both, it will benefit employers because these types of behaviours 
increase productivi!y and efficiency within the organization (Lee, & Allen, 2002; Organ et 
aI., 2006). OCB increases the likelihood of group cohesion; when groups work 
productively together, the members in the group may be able to exchange information and 
resources causing an increase in productivity within the organization. When members 
assist each other, the helping behaviour demonstrated by the employees creates a peaceful 
work environment that encourages productivity. OCB may also promote cheerleading 
behaviour; this type of action encourages others to engage in work related duties and 
motivates other workers to be productive members within the organization (Organ et aI., 
2006). 
Predictors of Organizational Citizenship Behaviour 
There are a number of characteristics and organizational principles that have been 
suggested to predict OCB such as personality traits (Lee, & Allen, 2002), trust in the 
supervisor within the organization (Deluga, 1994; Somech, & Ron, 2007; Dipaola, & Hoy, 
2005), perceived procedural justice (Moorman, Blakely, & Niehoff, 1998) and, 
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organizational pressure (Bolino, Turnley, Gilstrap, & Suazo, 2010). Most studies that have 
measured OCB have been researched in the for-profit sector (Organ et aI., 2006; Whitman, 
VanRooy, & Viswersvaran, 2010; Podsakoff et aI, 1990). However, Whitman and his 
colleagues found that the for-profit and not-for-profit sectors have different underlying 
employee motivational factors that contribute to OCB. 
In a meta-analysis of 124 studies that measured both employees' job satisfaction 
and employees' job perfonnance including employee engagement in OCB, Whitman et aI. 
(2010) found that OCB was significantly correlated with collective satisfaction. Collective 
satisfaction suggests that when all employees feel that their workplace is a justice 
orientated organiza.tion, individual employees working for the company display higher 
levels ofOCB. Moreover, the researchers found that one of the moderating effects of job 
satisfaction and engagement in OCB is whether the individual works for a not-for-profit 
agency or for a for-profit agency. This meta-analysis suggests that the moderating effect is 
likely to occur because the employees' motivation to work for the not-for-profit sector is 
more likely driven by intrinsic motivation. For example, a support staff member may be 
highly motivated by valuing the opportunity to care for individuals and this outweighs the 
amount an employee cares for financial gain. Therefore the meta-analysis suggests that 
there are different underlying motivations to engage in OCB in the not-for-profit sector 
versus the for-profit sector and this is evident through some of the findings within various 
social sector settings (Hopkins et aI., 2002). 
Supervisor support. 
A review of a sample of the extensive literature on supervisor support reveals that 
leader member exchange (LME) is an example of a quality that has been mixed in results 
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between the not-for-profit sector and the for-profit sector. LME refers to the employees' 
perception of a supportive supervisor (Deluga, 1994; Hopkins, 2002). It is suggested the 
LME strengthens an employee's willingness to engage in OCB as supervisors often 
influence their employees' perception of their role within the agency. Supervisors who 
treat their employees as valued members of a team may encourage employees to fulfill the 
expectations of their job. Employees who perceive their relationship with their supervisor 
as meaningful and reciprocal may engage in OCB more often than those who do not have 
trust and support established within the relationship (Deluga, 1994). 
Studies that measured supervisor support and OCB, using the 24 - item scale 
developed by Pods~off and 'colleagues (1990), have reported conflicting results in the not-
for profit sector. For example, Hopkins (2002) did not find a relationship between 
increased acts of OCB and LME within a study of 120 social workers. In a sample of 104 
school teachers, Somech and Ron (2007) found that there was a positive relationship 
between teachers who perceived supportive relationships with their supervisors and 
altruistic, conscientious, sportsmanship, and virtuous OCB characteristics, however 
supportive supervisors did not influence courteous behaviours. Similarly, Dipaola and Hoy 
(2005) found that teachers were more likely to demonstrate OCB if they had trust in the 
leadership of the principal in their school. 
Contingent reward transactional leader behaviour (CRT) is described by 
Walumbwa, Wu, and Orwa (2008) as managers who provide employees with rewards 
contingent on their actions or behaviours that promote success in an organization. These 
rewards can be either tangible or verbal praise and occur because an employee has engaged 
in fair, complete contribution to the overall success of the agency. Walumbwa, Wu, and 
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Orwa, suggest that when organizational leaders provide contingent reward, employees are 
more likely to describe their work as a justice orientated environment. When employees 
report justice in the organization, they are more likely to engage in OCB. As previously 
stated, OCB is voluntary and does not result in rewards, however it does increase the 
overall success of the organization. In a hierarchical regression analysis which measured 
CRT, organizational justice and OCB, Walumbwa, Wu and Orwa (2008) found that CRT 
correlated significantly with organizational justice which is a positive predictor for OCB, 
therefore this finding suggests that organizations that consistently implement rewards have 
employees who engage in higher reported OCB. 
Organizati~nal justice. 
Employees are more likely to engage in OCB if they perceive the agency they work 
for as a fair and just environment (Organ et aI., 2006) which compensates them 
proportionately in accordance with their work behaviours. The extent to which social 
exchanges are perceived by employees to be fair and equitable in an organization increases 
the employees' perception that they work in a justice orientated environment. 
Organizational justice can be broken into three different types of work related behaviours: 
distributive, procedural and interactional (DeConinck, 2010). Distributive justice refers to 
the employees' belief that they are compensated fairly in terms of rewards, such as 
financial compensation. Procedural justice is the employees' perception that they have a 
fair amount of input and influence within the operation of the organization. Finally, 
interactional justice refers to the employees' belief that management treats their employees 
fairly (DeConinck, 2010). 
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Moorman, Blakely, and-Niehoff (1998) found that the strength of perceived 
organizational justice influences the manner in which one perceives the support received 
from the supervisor and if the support is strong this may influence increased voluntary 
behaviour in the workplace. A total of 450 survey packages that contained measures for 
ratings of perceived organizational support and perceived organizational justice were sent 
to military hospital civilian subordinates in addition to a measurement for supervisors to 
provide information about the employees' OCB traits. This study found that the 
employees' perceived organizational support and perceived organizational justice were 
significantly correlated. Furthermore, the article suggested that procedural justice is a 
mediator variable b.etween positive organizational support and OCB. A study conducted by 
DeConinck (2010) similarly found that perceived organizational support is increased when 
an employee believes that organizational justice exists in the workplace. 
A study conducted by Bolger and Somech (2005) found that teachers were more 
likely to engage in OCB when they had more influence in policies and procedures within 
the school. Participant decision making (PDM) refers to the amount of input that 
employees feel they contribute. PDM is believed to make employees feel empowered and 
to increase the likelihood of their reporting feeling that the procedures within their place of 
work are fair. In a sample of 928 teachers in Israel, Bolger and Somech (2005) found that 
PDM was positively correlated with OCB. It was suggested that teachers engage in OCB 
because they feel that when they engage in voluntary behaviours it influences what 
happens in their careers and in the school. As Bolger and Somech describe: 
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This (PDM) is reflected in the teachers' motivation to have a more direct impact on 
the school life, feel a sense of self-efficacy and autonomy in making personal and 
school decisions, raise status, and strive for professional growth (p. 432). 
The Theoretical Relationship between Human Rights Training and Organizational 
Citizenship Behaviour 
The literature suggests that rights awareness will increase the protection, safety and 
quality of life for persons with ill (Sobsey, 1994; Griffiths et aI., 2001; Owen et aI., 2001). 
In keeping with the ecological model, the systemic approach taken by the 3Rs project 
seeks to promote individual rights awareness and protection at all organizational levels in 
services for person~ with intellectual disabilities. This approach includes fostering a formal 
organizational commitment to rights promotion, establishing organizational mechanisms to 
address rights concerns, and providing education about rights for managers, staff and 
persons with ill. The education program focuses on ways to assert rights while 
demonstrating responsibility for one's own actions and respecting the rights of. Agencies 
that adopt the 3Rs program have committed to supporting high levels of communication in 
addition to maintaining and/or creating an environment that is rights orientated (Owen et 
aI., 2003). Researchers have found that open communication with management and other 
employees increases the likelihood of OCB (Podsakoff et aI., 1990; Organ et aI., 2006). 
Therefore, theoretically it could be suggested that a program that influences 
communication will promote a shift in OCBs. It is also plausible that agencies that adhere 
to the same vision and philosophies as the 3Rs program will employ people who share and 
value the vision of human rights, therefore this researcher assumes that support staffwill 
most likely engage in OCB. 
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Brandel (as cited in Whitman et aI., 2010) suggests employees who work for not-
for-profit agencies value intrinsic aspects of their work, rather than extrinsic, such as 
financial gain, therefore employees who engage in OCB in the not-for-profit sector do so 
because they value their work. The literature indicates that employees who demonstrate 
organizational citizenship behaviours are persons who feel more comfortable in their 
position because they believe that the agency they work for is a fair and just organization 
(Moorman et aI., 1998). Additionally, Bogler and Somech (2005) suggested that teachers 
feel more empowered when they are able to contribute to classroom policies and 
procedures. As mentioned previously, Mullins (2009) found that staff and managers 
reported that front line employees were able to contribute more meaningful suggestions 
into the policies and practices within CL WP after the shift to a rights based service agenda. 
Theoretically it is possible that support staff in group homes will engage in OCB as the 
environment in which they work becomes more justice orientated because the support staff 
will have the opportunity to contribute to the policies and procedures outlined by 
management (Mullins, 2009). 
Hypothesis and Research Questions 
This thesis expands on the work of Mullins (2009) which examined systemic 
changes in an agency after the shift to a rights based agenda at Community Living WeIland 
Pelham. Mullins investigated cultural and behavioural changes in staff that occurred 
following participation in the 3Rs program. The purpose of the current study was to 
investigate the impact that the 3Rs human rights training had on the job roles of support 
staff, particularly in regards to their own work-related behaviours such as the nature and 
frequency of OCB. This researcher anticipated that staff from the second agency to become 
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involved with the 3Rs project, Community Living Port Colborne ,....,Wainfleet, who 
participated in the 3Rs training program and/or the rights training programs implemented 
by the internal manager who has had 3 Rs training, would have experienced changes in 
formal job roles as ·a result of the organization's involvement in the rights program. It was 
further expected that because of this shift to a rights focused service agenda staff would 
engage in more OCB. The research questions that guided this study were; 
1 - Did the formal written job descriptions change within the agency since the 
implementation of the 3Rs training? If so, how? 
2 - How did the staff describe the nature of their formal job descriptions and their 
additional ~oluntary job-related behaviours (OCB) prior to 3Rs training and 
following 3Rs training? 
- 3 - How did staff describe OCB in relation to maintaining a positive 
environment for the individuals who are supported by the agency? 
4 -- Did OCB impact the manner in which support staff support individuals who 
are either: i) learning about rights? or; ii) continuing to strengthen individuals' 
awareness about right related issues? 
5 - How did the staff describe the impact of rights training for staff on the promotion 
and protection of individual rights of group home residents? 
Researcher's Personal Paradigm 
As a student in multidisciplinary departments, my academic career has exposed me 
to a number of paradigms that have been influential in research pertaining to persons with 
disabilities, children and youth. My exposure to different theoretical frameworks has been 
extensive, drawing from areas such as developmental psychology, behaviourism, to 
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theories of cultural capital and economic exchange, and constructions of the social world 
through power and knowledge. This rich background has placed me in a position where I 
do not neatly adhere to one particular practice or orientation. Rather, I found myself drawn 
to the research that exists within the context of the situation to which I am exposed. For 
example, in my role as a support staff member, when presented with a problem such as 
persons engaging in self abusive/injurious behaviour, I found that I relied on the techniques 
used in applied behavioural analysis to assist in treating the function of the self injurious 
behaviour. Also, as a support staff member, I have been presented with ethical issues such 
as human rights restrictions in the home due to medical and behavioural concerns. In this 
type of situation I qften tried'to deconstruct the problem by analyzing why power dynamics 
have dominated the particular situation to the point that it restricts the exercise of 
fundamental human rights. What were the solutions to medical and behavioural concerns 
that promote, accept, and adhere to promoting/protecting human rights? 
Best practices used by front-line employees have always interested me. I have also 
questioned the dynamics within institutional settings, particularly regarding social 
interactions between staff and supported individuals. My curiosity for this field of study 
unfolded when I was a child as my mother was diagnosed with a terminal illness that 
caused her to become institutionalized. Her illness caused her to lose many of her physical 
and mental capacities before she succumbed to her diagnosis. During this time I had the 
opportunity to meet many different types of caretakers. Some of them were wonderful in 
supporting my mother's medical needs in addition to maintaining her rights as a human 
being. I also watched some caretakers treat my mother as though she was non-human. I 
often wondered what the differences were between the caretakers; I would actively try to 
32 
Investigation of changes in service delivery 
replicate the actionslbehaviours- of the care-takers who supported my mother. In my role as 
a support worker, I tried to emulate the qualities that I admired in my mothers' care-takers. 
The characteristic that I admired the most was the caretakers that humanized my mother, 
they would tell her what they were doing, they would reciprocate in conversation with her 
and they would laugh with her. 
I believe that everyone who has the responsibility to care for an individual 
maintains a huge responsibility to balance human rights and freedom from harm which can 
make working conditions very stressful. That is why I believe that a program such as the 
3Rs is necessary to support individuals who are most at risk of having their human rights 
stripped away fro~ them. As a front-line worker I did not have the opportunity to receive 
the 3Rs training designed for front-line employees, however I wish that I had. As I did not 
receive the training, I found myself interested in how other support staff responded to the 
training after a shift to human rights has been established within an agency. Did employees 
discuss human right issues once they have all been exposed to the language that the 
training offers? Did the role of support staff become more complex as a result of the 
training? Did the role of support staff change to promote, advocate and protect human 
rights? 
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Method 
One of the main purposes of this research thesis was to capture the voice of support 
staff, therefore within this study qualitative measures were used to describe OCB within 
the social services sector, rather than relying on the use of standardized measures. In 
qualitative research, there is no one particular method of collecting data and interpreting 
the results (Esterberg, 2002; Miller, & Crabtree, 1999; Atkins, 1984). Most methodologies 
are influenced and designed dependent on the researcher's personal paradigm, the goal of 
the research, the resources available to the researcher, and the amount of time the 
researcher has to C9llect data (Miller, & Crabtree, 1999; Atkins, 1984). Qualitative 
research includes a number of data collecting procedures including interviews (focus 
groups and individual), ethnography, observation, autoethnography and textual analysis 
(Miller, & Crabtree, 1999; Esterberg, 2002). The current study relied on semi-structured 
interviews to qualitatively investigate the research questions. 
Good qualitative analysis uses a combination of techniques to ensure accuracy and 
reliability within the data set. For example, triangulation uses two or more research 
strategies to ensure consistency in the data (Esterberg, 2002; Atkins, 1984). Within 
interview style methods, member checking allows the participants to review their results to 
ensure reliability with the researchers' main findings (Miller, & Crabtree, 1999; Turner, & 
Coen, 2008). Similar to research with support staff conducted by Whittington and Bums 
(2005) the current study collected data using semi-structured interviews and used a 
member checking technique to ensure that each of the participants was comfortable with 
the findings presented by the primary researcher. Interviews were audio-taped and 
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transcribed by the researcher. After all the interviews had been completed and transcribed 
participants received their individual transcript so they could confinn or correct any of 
their comments, as well as a thematic summary of the interview giving them with the 
opportunity to provide feedback on the researcher's interpretation. As a secondary research 
method, a comparison was made of the job descriptions that were used at CLPCW before 
and after human rights training. 
Participants 
Participants were recruited from Community Living Port Colbome ,..... Wainfleet 
(CLPCW). CLPCW is a not-for-profit agency that provides care and community 
integration for perspns with ID and has partnered with the 3Rs Project to ensure the 
promotion and protection of the rights of persons with intellectual disabilities. Having the 
support of such an agency has made it possible to reflect on the lived experiences of front 
line employees. The inclusion criteria for this study were that all the interviewees must be 
support staff who had been employed by CLPCW since January 01, 2004 - two years prior 
to the 3Rs training at CLPCW that took place in 2006. Each of the interviewees had to 
have participated in the 3Rs - Rights, Respect and Responsibility Project training. At the 
time of the study 58 employees met the criteria for inclusion. Interviews were scheduled in 
April and May 2011, at this time 58 employees met the criteria to participate in the study. 
In order to recruit participants, a memo which described the study was sent to each 
home that was operated by CLPCW. A few days after the memo was sent through the 
organization, a fonnalletter of invitation to participate in the study was attached to the pay 
stub of each support staff member at CLPCW. Six individuals replied to the letter of 
invitation suggesting that they were interested in participating in the study. The primary 
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researcher responded to each of the six employees either by telephone or bye-mail. Two of 
the interested participants did not respond back to the researcher and the other four 
responders scheduled an interview with the researcher. As only four participants were 
recruited, two weeks after the invitations were sent out, another memo was sent through 
the organization in an attempt to recruit more participants, however, there were no 
responses to the memo. 
Data Collection 
Each of the individual interviews took place in a different location; one participant 
opted to have a phone interview, one participant opted to be interviewed at Brock 
University, and tw<? of the participants were interviewed at their work locations. Three of 
the interviewees received a $10 dollar gift certificate to a coffee shop. The participant 
interviewed by phone did not receive the certificate as the researcher did not have a 
mailing address to send the gift certificate by mail. Two attempts were made to contact the 
interviewee in an attempt to obtain this information however these were unsuccessful. One 
of the participants decided to conduct the interview during work hours for which he/she 
collected regular hourly pay which was approved by the agency. 
Interview questions. 
This study was designed to focus on the lived experiences of support staff who 
have been exposed to human rights training. One of the benefits of qualitative analysis is 
that it offers feedback regarding professional practices (Atkins, 1984). Interviews are one 
of the most appropriate methods to provide rich descriptions of possible changes in work 
related behaviours (Esterberg, 2002; Atkins, 1984). The interview questions were designed 
to illuminate the staff members' prescribed and voluntary role-related behaviours before 
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and after rights training and to explore how support staff responded to the rights training 
both fonnally and infonnally. All of the interview questions were derived from the 
research questions directly related to human rights or from Organ's five categories of 
organizational citizenship behaviours: altruism, contentiousness, sportsmanship, courtesy, 
civic virtue (Organ et. aI., 1988; Organ et aI., 2006). For a full description of the research 
questions please refer to Appendix E. 
Member checking as a reliability measure. 
All of the participants received a copy of their transcribed interview in addition to a 
synopsis of the main themes that emerged during the interview to ensure reliability through 
member checking. Member checking is a measure that allows research participants the 
opportunity to review the statements that they made in their interview (Crabtree & Miller, 
2009). Using this method improves the accuracy of the study because participants are 
better able to reflect on the comments they made during the initial interview (Turner & 
Coen, 2006). Each interviewee also had the opportunity to read how the researcher 
interpreted their individual interview before analysis was completed across participants. 
Participants had the right to withdraw any statements and were given the opportunity to 
clarify any statements that may have been misinterpreted by the researcher. This process of 
member checking allows each participant the opportunity to view the raw data after the 
initial data collecting procedures (Turner & Coen, 2006). Participants can then ensure that 
their comments were understood appropriately by the researcher. In the current study 
participants received an e-mail that included a transcript of their interview and a synopsis 
of the main findings the researcher identified in their interview. None of the participants 
gave feed-back concerning the transcript or the researcher's synopsis of the findings. One 
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of the participants e-mailed back to the primary researcher to thank her for the copy of the 
material. A week after the member-checking e-mail was sent, each of the participants was 
sent another e-mail asking them to confirm whether all of the information sent to them was 
accurate however none of the participants responded to the e-mail. 
Method of Analysis 
Interview coding. 
Interview data were analyzed using both deductive coding (Fereday & Muir-
Cochrane, 2006; Crabtree & Miller, 1999) and quasi-inductive recursive open coding (M. 
Connolly, personal communication, January 11,2012). Deductive coding refers to the 
researcher organizi:p.g the data according to a predetermined coding schema that sorts the 
data to adhere to a particular theoretical framework (Braun, & Clarke, 2008). Using this 
method the interviews were coded for 4 of the 5 factors for OCB: altruism, sportsmanship, 
courtesy and civic virtue, using the definitions provided above by Podsakoff, MacKenzie, 
Moorman, and Fetter (1990). Conscientious was not coded within this study as the 
intention of this research was not to evaluate the interviewees' work performance, but 
rather to gain a better understanding of voluntary work-related behaviours prior to and post 
3Rs human rights training. Analysis also focused on actions that interviewees described as 
promoting and protecting human rights within organizations. 
Analytical process. 
There were 4 steps in the analysis process. In the first step, coding within interviews 
was done by hand. During this process the transcripts were read thoroughly and the coding 
steps in the deductive and quasi-inductive recursive open coding process were completed 
(details provided below). The second step involved providing the interviewees with a one page 
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synopsis of the researcher's main findings in the interviews. During the third step, NVIVO 
was used to recode the data to begin coding across participants. In step four, the coding 
completed manually was compared with the data sorted in NVIVO for consistency. 
Deductive analysis process. 
The deductive coding process was completed in four steps. After the transcripts were 
read through and checked for accuracy in transcription, the first step included highlighting 
each part of the interview when the participant had discussed engaging in a behaviour that 
could be considered OCB. During step two, each of the described behaviours was categorized 
according to the OCB it represented most accurately according to the definitions provided by 
Podsakoff and coll~agues (1990). In the third step each individual transcript was colour coded 
for behaviours that defined in step two as altruism, civic-virtue behaviour, sportsmanship and 
courtesy discretionary behaviour. After member checking was complete, step 4 of the analysis 
process was completed. This involved comparing NVIVO codes to manual codes. Tree nodes 
were made for each of the themes and data were organized blindly from the manual codes to 
ensure accuracy in the coding of the particular idea. Some behaviours coded during the 
manual process were re-coded more appropriately to thefive factorOCB model. For example, 
Organ et al. (2006) describes that attending staff meetings that are not mandatory and 
contributing valuable information to the meeting is an example of civic virtue behaviour. 
However, as the value of the comments made by the employee is subjective it was decided 
that this specific type of behaviour, was better suited to be described in the quasi-inductive 
recursive themes. Also, any discussion about staff meetings or contributions to staff meetings 
was not considered civic virtue rather it was merged into support staff as a learning 
community. 
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Quasi-inductive recursive open coding. 
A quasi-inductive recursive open coding (M. Connolly, personal communication, 
January 11, 1012) process was used to capture information related to the research questions 
beyond Organ's five factor model of OCB. There were four steps to this process following 
close reading of all the transcripts, first, the transcripts were thoroughly read through. 
Second, a technique similar to that of coding within in the margins was used (Esterburg, 
2002; Whittington & Burns, 2005). The nature of each statement was summarized and 
written on the interview transcriptions to allow for generation of themes. Third, the coded 
statements that did not pertain to the research questions were eliminated before the themes 
were illuminated. ~fter member checking, the fourth step was to compare the codes across 
participants and this is when the themes emerged. Finally the codes were established and 
each of the related codes was put·into its relevant theme. After codes were established 
within each of the interviews, a comparison of emerging themes across interviews was 
conducted. The data were then organized according to four themes that emerged: Staff 
Perception of their Role Post Human Rights Training; Human Rights versus Program 
Completion; Support Staff as a Learning Community; and, Staff Perception of Change in 
Supported Individuals Post Human Rights Training. Each of these themes relates to the 
research questions and describes the material that was discussed during interviews. 
Comparison of job descriptions. 
A copy of the job descriptions for support staff was received from CLPCW for the 
'Counsellor l' (also known as Main Counsellor) position and the 'Counsellor 2' position. 
The job descriptions that were used prior to 3Rs training were not dated and there was no 
indication of the date on which they took effect. The job descriptions were compared to a 
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revised edition that was released to agency employees in June of2010. Wording of the 
earlier and the 2010 versions of the job descriptions was compared. The comparisons were 
then described in detail and the major differences were reported. 
The comparison of the job descriptions was completed after the coding had been 
completed. The results were analyzed in this order so that the primary researcher could 
remain unbiased regarding the information retrieved from the job descriptions. Had the job 
descriptions been read prior to the interview analysis, information may have been 
inadvertently organized according to the job descriptions provided by CLPCW. For 
example, had there been many changes to the job description, this may have effected how 
the data were orgaJ}ized when the interviewees discussed changes to their former job roles. 
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Results 
The results section was organized in the same order as the data was analyzed. The 
first step was to organize the deductive analysis and then the themes were organized to 
analyze the inductive themes. Finally, a comparison of the job description was completed. 
Deductive Themes 
The deductive themes were developed based on four of the five characteristics of 
DCB: civic-virtue, courtesy discretionary, sportsmanship and altruism discretionary 
behaviours defined by Podsakoff, MacKenzie, Moorman, and Fetter (1990). Each of the 
questions in the interview was designed to probe for examples of these qualities as they 
pertained to suppotJ: staff both prior to and following 3Rs training. However, in many 
instances, the interviewees were not specific about voluntary behaviours that they engaged 
in being related specifically to the training provided by the 3Rs Project. However, the 
interviewees reported differences in civic virtue behaviour, altruism discretionary 
behaviour, and in courtesy discretionary behaviours since human rights training was 
provided at CLPCW. Most of the changes in voluntary behaviour were a result of support 
staff reporting that they were better able to acknowledge the position of the people whom 
they supported and the other support staff they worked with. Examples of sportsmanship 
behaviour were minimal; however, interviewees did mention qualities that suggest that 
sportsmanship does occur within the residential settings. 
Civic-virtue behaviour. 
Each of the four participants reported engaging in civic-virtue behaviour to 
promote the overall mission statement provided by CLPCW: "To enable and support 
people to achieve their desired quality of life in partnership with an inclusive community. 
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The primary individuals we support are: people with intellectual disabilities and their 
families" (CLPCW, 2011). Considering this mission statement, all behaviours discussed by 
the support staff that promote and maintain quality of life for the individuals they support 
beyond the prescribed expectations in their job descriptions would be considered engaging 
in civic-virtue behaviour. All four staff discussed using their own, non-work time and 
resources to better enhance the quality of life for the individuals whom they support. 
Among the examples of voluntary civic virtue cited by participants were; 
• using unscheduled time to visit supported individuals 
• lending supported persons their own items from home such as videos, books, 
magazInes . 
• using their own time to arrange activities such as calling to plan outings from their 
own home/cell phone 
• volunteering time to assist with committees to better support individuals in their 
care 
• using their own time to fix/mend something that belongs to a supported person 
• picking up items from the store that the individual they support may need or want. 
While describing behaviours that support staff engaged in that went above and 
beyond specified job duties, Participant 3 explained: 
You are bettering their life, they got nothing else, and they got [deleted for 
anonymity], they really got no family neither, so they really got no one except for 
the people they see on the street, if they belong to a church, [deleted] they say don't 
mix life with personal, but I am sorry you can't, I mean, I don't take my [personal] 
life to the home or whatever else, they have no family, [deleted] I don't have to 
43 
Investigation of changes in service delivery 
[engage in activities onnon-work hours], but it is definitely, [pause], it's, it's their 
life too, and you're giving them a life to go do things, so yeah, so anyways. 
When asked how these behaviours make Participant 3 feel, he/she additionally explained 
that engaging in voluntary behaviours "is giving them an opportunity that they would never 
get." Participant 2 explained that "I think treating them [people supported] well is not 
necessarily specified [in the job description provided by the agency] and it is always a 
subjective thing but being friendly to them and being nice to them and being kind to them, 
[pause] that is something that is very important but it [being nice] isn't necessarily 
specified. " 
As 'being l1ice' is subjective, it is difficult to establish differences between 
voluntary civic virtue behaviour and adherence to the job description in the group home. 
One of the duties in the job description requires that employees promote each individual's 
support plan which is to "assist in the development of the person's goals that include 
measurable outcomes based on the person's needs, preferences and interests" (CLPCW, job 
description, 2011). This seems to indicate that employees should be cognisant and 
respectful of the people they support but, again, the nature and extent of the enactment of 
this job description specification is subjective. Determining what constitutes civic virtue 
behaviour during work hours may be based on the individual personal value systems of 
each of the employees and the people whom they support. Participants 3 and 4 both 
expressed that activities which might be considered mandatory could also be considered 
voluntary. When Participant 4 was asked to clarify if outings to the theatre were voluntary 
or mandatory, he/she replied 
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no, voluntary 'cause sometimes you're not even working. You know sometimes you 
would call up and say would like uh, [name deleted], or sometime they would call 
up and say like to do this or would [deleted]. Sometimes I will do that because I 
know that I will be in [the area] and then I will call up and take [deleted] out for a 
coffee or something like that. 
In one example, Participant 3 explained that he/she volunteered a considerable amount of 
time for one activity-as "we only have x amount of time to do the [deleted activity]." 
Participant 3 expressed that since the scheduling of hours in the shift make it difficult to 
have enough time to complete some activities, often employees volunteer additional hours 
to complete outings. 
The support staff interviewed seemed to express that the human rights training did 
increase the number of activities/outings that occurred in the group home. Activities 
include but are not limited to: outings in the community, camping, shopping, going to the 
theatre or concerts etc. Participant 1 had a similar opinion that some outings are not 
required by the agency but, rather, are considered voluntary. Participant 1 also elaborated 
to suggest that since the human rights training, activities for supported persons have 
occurred more frequently within residential settings. 
I think like going out and doing things in the community aren't necessarily written 
down in the job requirements but you know there [are] some things that you can do 
when you have time. And I think that there is more of a push [in comparison to 
outings before the 3Rs training] for people to go out when they want to or when 
they have time as opposed to having it all scheduled in all the time. 
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Through further discussion, Participant 1 described that not all activities have to be large; 
they could even include things such as using recreational facilities in the community or 
including supported individuals in shopping routines such as going to the grocery store. 
Throughout the interviews, it was evident that each member engaged in civic virtue 
behaviours as they were actively participating in the lives of the participants at CLPCW 
that extended beyond the minimum requirements of the job description. Each of the 
interviewees expressed concern over the well being of the individuals whom.they 
supported and a willingness to engage in activities that would best serve the individuals in 
their care above and beyond the specifications in their job descriptions. Since the 3Rs 
training, it was conyeyed that there had been an increase in activities and outings that were . 
designed to increase the quality of life for individuals supported. 
Courtesy-discretionary behaviour. 
Maintaining the cleanliness in the home was discussed by each of four interviewees 
as the most common courtesy-discretionary behaviour that prevents work related problems 
from occurring. The interviewees stated that they engage in additional voluntary duties 
beyond their job description specifications to create clean spaces for residents and co-
workers to enjoy. Untidy spaces and broken items were reported as a cause of tension 
between support staff However, there was also the balance of expectations between what 
staff expect in housekeeping and the preferences of the persons living in the home. For 
example, Participant 1 described cleaning duties as "it is just a balance ofuh, again if you 
have the time to do it, if you don't have the time to do it." 
Participant 1 also reported that broken items in the home can be a source of tension 
between support staff and engaging in voluntary behaviour can reduce it. 
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Urn, someone was complaining that over a period of a long time that this hasn't 
been happening, that hasn't been happening [discussing broken items around the 
house] uh, and then I come to a shift and realize that this is just becoming 
overbearing, this person couldn't go and get this whatever thing and I would, you 
know, take the person [a supported individual who may require an item from the 
store] or just take myself [out to get an item needed in the home] at time just to 
make things right, sort of. 
Each of the interviewees discussed completion of household duties as a method to reduce 
tension between staff therefore preventing work related complaints from occurring. 
One of the interviewees additionally discussed that since the 3Rs training tension 
may have also been reduced between supported individuals and support staff. The training 
seemed to provide the framework that it was 'okay' for supported individuals to maintain 
messy homes as that might actually be their preference. As Participant 1 explained, "If the 
counter is a little bit dirty and I just don't have time or I will encourage the person [to clean 
it] but uh, cause again it is their choice .... I try to treat their home like my home so, but 
then again that might not be fair sometimes because maybe my home is messier then theirs 
and maybe that is the way they want it." Participant 2 shared a similar observation about 
CLPCW before human rights training, "I think that it was a lot more doing for the clients, 
do you know what I mean? We would do the cleaning and you know everything, preparing 
food and what not, as we got more into watching out for the rights it would be more 
helping them, you know, supporting them with what they wanted." 
Both Participant 1 and Participant 4 described engaging in additional household 
chores as "automatic" or "just common sense." When asked if cleaning duties were 
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assigned or if they were done because they wanted to do them Participant 4 answered, "urn 
most of them were assigned, urn [pause], we tend to be fairly clean in this home, like the 
windows, if the windows needed to be washed, you know the storm doors, we just 
automatically did it you know, yeah." When asked if they engage in duties that were not 
outlined by CLPCW, Participant 1 explained 
Oh quite frequently. If we are talking about like uh, hooking stereo equipment up 
there's uh, maybe urn, implementing, like bringing a computer into their home like 
you know, setting all those things up. If something breaks or yeah there's a lot of 
stuff that are not in the shift duties but again I think it is common sense. I don't 
think you cQuld possibly write everything in the shift duties, the list would be 
endless. 
Additional courtesy-discretionary examples include completed tasks that are not 
assigned to anyone but support staff completed them because they needed to be done such 
as cleaning a storage room, decorating spaces or engaging in yard work. Rather than 
leaving something that needs to be done and excusing it from their activities Participant 4 
explained 
'cause I mean the team cares really good like that. Urn, if it is not there [the job 
description] and, but, it really needs to get done, they do it. Really all of us here 
you know, it's just because of instead of seeing and you know, leaving it for 
somebody else, it is easier just to do it. 
Participant 3 shared a similar experience where if a task needed to be done, rather than 
complain about it they would, "take care of the situation right then." In this example, 
Participant 3 was describing completing paperwork that might be another staff member's 
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responsibility however they would assist them in completing the documentation 
notes/receipts because they recognized that the responsible colleague had other obligations 
to attend to. 
Participant 3 described · a different type of courtesy discretionary behaviour -
exchanging duties in the home with other staff to assist them in completing their shift 
duties. Participant 3 mentioned that voluntary duties include 
like you say if someone was not feeling well and they didn't feel up to completing 
things or urn, maybe they weren't feeling well, so maybe they would [exchange 
duties, actual duties deleted to maintain anonymity]. That can be arranged, that is 
flexibility, that sometimes ... [inaudible]. You try to be a team and you try to help 
your co-workers, not really required but it is nice if it can be done. 
Participant 3 really emphasized that courtesy discretionary behaviour is best demonstrated 
by preventing tension between staff before the possibility of it occurring. Assisting other 
staff with chores around the home, taking the initiative to buy items around the home and 
offering to exchange duties within the work environment are the best ways to maintain a 
respectful work atmosphere among colleagues. 
Sportsmanship behaviour. 
Participant 2 described the impact of teamwork behaviour as "it makes a nice place 
to work, you know good team work and you know being able to count on other people and 
you know, I think it just makes for a nice atmosphere". It is important to remember that 
sportsmanship extends beyond engaging in voluntary behaviour in order to assist 
teammates; it is also the ability a worker has to overcome hardships without complaining 
or making a big deal out of those tasks (Podsakoff, MacKenzie, Paine, & Bachrach, 2000). 
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Only one of the four participants discussed explicitly engaging in sportsmanship behaviour 
while working at CLPCW, while most of the interviewees did not mention any examples 
of engaging in behaviour specifically to benefit other employees working in the same 
group home. However, all participants in this study stated that they valued the presence of 
sportsmanship in the home in which they worked. It was not clear in the interviews 
whether sportsmanship behaviour had changed in any way as a result of the 3Rs training. 
During the interviews staffdescribed a few examples of sportsmanship behaviours 
that occurred while working as a support staff member. The support staff did, however, 
mention that they would often engage in tasks that were not assigned in order to reduce 
tension, particularly in regards to completing paperwork, remedial tasks around the home 
and going on outings. Participants discussed that sharing responsibilities and completing 
tasks that were not assigned to them was not a hardship because those additional activities 
benefit the people they support. For example, one staff member described going camping 
with the people whom they support despite not enjoying camping as an activity. Participant 
3 explained, "Now I could have said if you knew me I am definitely not a camper; like 
camping for me is a hotel or a motel, like five star okay, I don't deal with bugs, and I don't 
sleep on the ground," however the statement was followed by explaining, "My job duties 
don't say go take on a day trip or whatever else this and that and they loved it [referring to 
supported person's camping experience], like these guys here at [deleted] and it was a 
dream come true for them." It was clear that this staff member participated in this activity 
to help the people he/she supports to reach their personal goals rather than choosing to 
restrict an activity because ofhislher personal aversion to camping. Although this example 
could additionally be considered civic virtue behaviour, it is a demonstration of 
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sportsmanship as well because the staff member decided to go camping rather than 
cancelling the outing or trying to encourage an alternate activity as a result of personal 
preference. 
Sportsmanship behaviour requires that employees respond to additional 
inconvenience associated with work tasks without complaint because they are committed 
to the work team. Despite very few comments on explicit examples of engaging in 
sportsmanship behaviour, each participant conveyed agreeableness towards the team which 
suggests that sportsmanship behaviour occurs within their home. All interviewees agreed 
that all the duties assigned to them by CLPCW were necessary for the job. Each of the four 
participants agreed, that they 'were satisfied with the job descriptions and the workload that 
is asked from them by the Association. This suggests that each of the participants does in 
fact display sportsmanship behaviours in at least so far as maintaining a positive attitude 
about their work duties and being agreeable to the tasks that may not be assigned but need 
to be completed. 
Altruism-discretionary behaviours. 
Altruism-discretionary behaviour consists of helping others to achieve a task within 
the organization. Rarely within the interviews did the participants discuss organizational 
problems or tasks that needed to be solved or completed. Therefore, much of the 
conversation around altruism-discretionary behaviours related to pro-active rather than 
reactive issues. Three participants suggested that following the 3Rs training they began to 
listen more attentively to the individuals they assist in order to provide better standards of 
care and quality of life for them. Listening to the needs of the individuals they support is 
within the context of the job description provided by CLPCW; however, the quality of 
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listening to an individual is discretionary. Participant 2 and Participant 4 both discussed 
that since the human rights training they had found alternate methods of communication 
rather than just using spoken language to better serve the individuals within their home. As 
Participant 2 explained: 
I think a little bit, I think that I am more likely to try and, to try and, uh, find out 
what they want and what they don't want. Put more effort into listening to them to 
find out what choices they like or helping them make some choices if they are not 
too good at verbally discussing themselves. Show them two items and have them 
pick one. I had one [person] that urn, [they] wouldn't necessarily make a choice but 
[they] would eliminate the one [they] didn't want so you would know which one 
they wanted. So you would say, well which one do you want and then [ they] would 
just push the one away that [they] didn't want. Process of elimination, but you got 
to know that, so you would give [them] choices and you would know, you know 
the one [they] pushed away was the one [they] didn't want. 
In addition to the staff reporting that communication was more thoughtful since the 3Rs 
training other voluntary actions occurred as well to maintain respect in the home. 
Participant 4 conveyed that since the 3Rs training he/she felt that all the individuals in the 
home were receiving more respect. Much of the respect that was referred to is not 
explicitly stated in the job description; rather, communication was strengthened to provide 
increased protection surrounding human rights related issues. As Participant 4 explained: 
like when we did laundry or something like that with the individuals or if there was 
something that we wanted to take out of their bedroom, automatically we would 
just go in there, and then I realized that that was very disrespectful to walk into 
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their personal bedroom -so then we started, or whenever, there is not a single staff 
that walks into any of their bedrooms. Like if we got something and they are down 
the hallway we will just say like, do you think it is okay, I got some pyjamas here, 
can I go to bedroom and put it down on your dresser and then they will say yes and 
if they do say no, we will say would you like to do it, so yeah, it is very good in this 
house, the respect with the human rights. 
Asking pennission to enter an individual's room is not stated by CLPCW; however, being 
respectful to all individuals supported by the agency is a requirement. 
Asking permission to enter an individual's room may be respectful; however, 
whether it would bt; considered to be an altruistic-discretionary behaviour is a subjective 
determination. Participant 4 commented, 
the way we were doing things [before the human rights training] we did go in their 
rooms and we did touch their stuff and whatever and not think about it. Where it 
has given them more control in their life. Like all of the [deleted], I think that they 
feel that they are an adult instead of a child, cause sometimes we would teach urn, 
or we would treat them like a child going into their things, stuff like that, or sending 
them to their room or whatever, it doesn't happen like that anymore ... 
Communicating with individuals supported by the agency adheres to the overall 
values of CLPCW to strive for a society that is respectful of all individuals. The comments 
by Participants 1 and 4 suggest that despite fairly few changes to the job description, the 
human rights training may have affected the manner in which they communicate with the 
residents. From an organizational standpoint, listening to the people who are supported to 
better create their life plans and to become more active in their life is the overarching goal 
53 
Investigation of changes in service delivery 
of CLPCW. Listening and communication effectively assist the agency to provide 
environments that are inclusive for persons with ID and it facilitates more community 
integration. The employees interviewed for this study suggested that they go above and 
beyond just listening to the residents; they display altruism-discretionary behaviours as 
evidenced by the lengths they go to communicate with the residents they support in order 
that they can respond appropriately to the needs and wishes of the residents. 
Quasi-Inductive Themes 
Each interview was coded individually and then the main themes that were 
collected were compared across the participants. The themes related to the research 
questions that emet:ged during coding beyond the Organizational Citizenship Behaviour 
factors were organized according to four major themes: Staff Perception of their Prescribed 
Role Post Human Rights Training; Human Rights versus Program Completion; Support 
Staff as a Learning Community; and Staff Perception of Change in Supported Individuals 
Post Human Rights Training. Themes were categorized according to topics that were 
commonly discussed across the participants. The themes were then further narrowed to 
address the research questions. Each of these themes relates to the research questions and 
illuminates the topics that were discussed by the participants. 
"Staff perception of their prescribed role post human rights training" refers to 
changes in the expectations of the agency since the transition to a rights based 
organization. Prescribed roles are those tasks and duties that are stated by the organization 
through job descriptions, supervisory expectations and specified organizational policies 
and procedures, whereas discretionary roles are those duties or activities that a staff 
member chooses to do. "Human rights versus program completion" entails the tension that 
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support staff described in having to implement daily routines or activities that may 
inadvertently restrict human rights. Additionally, this section considers the programs that 
have been examined to better support individual rights within homes. "Support staff as a 
learning community" includes a discussion of how the support staff described post 3Rs 
changes in communication between supported persons, management and other support 
staff to address human rights concerns and to create an environment of sharing and 
learning. Finally, the interviewed staff conveyed that after the rights training there was a 
significant change in rights assertions made by the people whom they supported. This is 
discussed in the "staff perception of change in supported individuals post human rights 
training" section. , 
Staff perception of their prescribed role post human rights training. 
Each of the interviewees stated that the 3Rs program had an impact on CLPCW. 
The participants suggested that the human rights training at CLPCW made the environment 
more respectful for each person supported by the agency. The participants reported that, 
since the organization had shifted to a rights based philosophy, staff have begun offering 
more choices to the people they support, and staff are more likely to create spaces that are 
less restrictive than they were before any human rights training was implemented. 
Participant 1 stated "Urn, I think, I think a lot of the issues tried to push forward to 
incorporate rights more than we were years ago to make sure we were looking out for the 
clients' rights more and more." Each participant reported being actively engaged in 
providing services, activities and support to individuals to increase the quality of life to the 
people they support. Participant 2 explained, 
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1 think ... we weren't so concerned with the rights [before human rights training]. 1 
think that once the rights was brought more to the forefront, 1 think, ... we are 
looking at them more as individuals and what they want to do and how to best serve 
them. Earlier on 1 think it was more, they weren't treated like individuals, there was 
more, you know, concerns with their behaviours, and there wasn't much push to have 
them go into the community as much .... 1 think that they were not as community 
orientated as we are now. You know and their rights to go into the community and be 
a part of society. 1 think that's changed, 1 think that has been changing. Which is a 
good thing. 
Participant 3 agreed that since 3Rs human rights training, more choices were offered to 
supported persons in order to establish and provide individual program planning. 
Participant 3 described that "it was, it is mandatory to ask them what they [supported 
persons] want [activities]." 
Participant 3 and Participant 4 both agreed that there is a deeper appreciation for 
human rights within the organization however they both suggested that human rights were 
considered before the human rights training provided by the 3Rs Project. When participant 
4 was asked if any additional duties had become mandatory at CLPCW since the training 
he/she replied, "1 don't really think so, it's just this house, we were always, we were pretty 
much respectful to all the people we support anyways, it's just like, fine tuned us and, made 
us think before we act or do things." When asked if any changes to the job description had 
become mandatory Participant 3 stated, "No. Nothing new has, like when we had the rights 
training, there was nothing extra new that has to be implemented into [deleted] that has 
been going on right now." Although the participants stated that the job description did not 
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change they did allude to changes within the agency that affect their position, such as 
additional regulations dealing with behavioural support. Participant 2 described the change 
after 3Rs as 
I think that, I think that urn, we are a lot more careful about behaviour procedures 
that we put in place for them. Urn, we have to go through you know, I have to go 
through behaviour psychologists or psychologists, and behaviour therapists or what 
not. We have to go through rights committees and there are more committees of 
that sort that you know, if they are, you know, having more or they are in a bad 
state of mind, and we are going to be using medications to help control them or 
using [inaudible] to try and control them or to help them behave in appropriate 
ways, there is more committees you have to go thorough and more people that you 
have to go through so I think that has changed. 
All of the participants discussed the 'life plan' binders for the individuals they 
support becoming implemented post 3Rs training. These binders include goals and 
activities that supported individuals would benefit from and enjoy doing. Additionally, 
interviewees mentioned resources such as the human rights facilitation committee 
established in partnership with the 3Rs. Participant 1 stated that" ... after rights training 
they [the organization, CLPCW] wanted more of our input for their life plans and for their 
philosophy in action." Each of the staff members interviewed mentioned that the 
organization implemented 'life binders' to establish and maintain individualized program 
planning. Participant 1 described the life binders as 
Uh, the binders had several pages with different goals. Especially if the person isn't 
able to speak .... we tried to find something, examples for that would be ... going to 
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see their family more often, so some of the things were realistic ..... The 
complication was with how much they were involved with their own life plan 
especially when they couldn't comprehend what was in the binder .... 
For the most part, the binders were described as an asset to the overall functioning of the 
homes at CLPCW. However, one participant expressed some concern that individuals 
supported by the agency were not asked if they wanted the binders. This staff member 
described that making life plan binders mandatory complicates staff members' ability to 
maximize choices for the people they support. The concern presented by this staff member 
was that some of the individuals supported by the agency might not want a life plan, if they 
are happy with their existing'lifestyle at CLPCW. 
Each of the interviewees reported that despite having increased awareness of 
human rights issues, they do occasionally restrict the rights of the people whom they 
support. Staff reported that some of these restrictions are the result of specific care 
provision requirements of their job. For example, if an individual wants to sleep in, staff 
may have to wake himlher to administer medications if staff have a one hour specified 
time window in which to administer the medication. In addition, human rights may be 
restricted due to financial constraints and health concerns. 
Some participants also discussed having increased responsibility to preserve human 
rights for the residents within the home. Two of the interviewees discussed that they were 
pleased that collaboration with the 3Rs provided more access to a third party (the human 
rights facilitation committee) to report to in situations in which human rights restrictions 
occur. For example, the participants described that they are not always able to make 
decisions that affect the people whom they support. Support staff might support an 
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individual who is put on a budget by management so they are restricted to spend only a 
certain amount of money each day/week/month rather than being able to spend all of their 
resources at once. If the support staff were to believe that the budget is too restrictive or 
not responsible enough that it restricts the supported individual's rights, the support staff 
have the opportunity to reach out to the community via the human rights facilitation 
committee. The facilitation committee then negotiates together with members from the 
agency and from the community to find an agreeable resolution for any human rights 
complaint that is made within the agency. 
Overall, the formal job descriptions for support staff written by the agency did not 
change significantly after 3Rs training for staff and supported persons; however, support 
staff described that the changes that occurred as a result of the training caused produced 
increased awareness regarding support persons' human rights. Support staff reported that 
they were always obligated to present choices to the people whom they support, however, 
as Participant 2 discussed, the 3Rs training "fine tuned" them to be more aware of the 
subtle restrictions that occur in the home. The most significant change that occurred for 
front line employees was in the creation and administration of interactive procedures for 
persons who were supported in the form of a life binder. Additionally, support staff 
reported examining human rights through the lens of respect and responsibility with the 
assistance of the community via the human rights facilitation committee. 
Human rights verses program completion. 
All of the participants discussed that sometimes tension occurs within the home as 
a result of support staff ensuring that an activity is engaged in or completed by a resident 
who does not want to participate. Complications arise for both support staff and supported 
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individuals when program completion is mandatory or a mandatory schedule prevents a 
supported person from engaging in an activity that is more desirable than the activity 
he/she is required to do. This situation may cause tension between support staff and the 
individuals they support if supported persons do not want to complete the particular 
activity that is required of them. For example, one of the residents in the home may not 
want to go swimming, however, due to lack of financial resources in the home, the person 
must go because the pool has been rented and there is not another staff member available 
for the person to stay home. One of the interviewees described a situation in which a day 
activity was planned however one of the individuals supported in the home wanted to 
complete another aptivity (the activity is not mentioned to maintain anonymity). As a 
result, the individual engaged in behavioural aggression to try to obtain access to the 
desired activity. Staff resources had to be used to calm the individual rather than to 
complete any activity at all. Staffhad to then discuss changing the schedule with the rest of 
the team to avoid a similar situation when supported persons engage in negative 
behaviours in the future. 
The staff interviewed described that some activities should not be completed within 
the home or during daily activities because the people supported are not interested in the 
activity. One participant described that during the initial implementation of the 3Rs 
program they felt that activities were being implemented because some staff felt that all 
supported individuals should be engaging in as many activities as they could rather than 
considering whether the supported individual wanted to engage in more activities. As 
Participant 1 described, 
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Well, since the rights training came in they thought that by adding more things and 
doing more things it would be helpful. It didn't really, they didn't really ask the 
person we are supporting whether they wanted to do more or not. So we had 
someone who is like in their fifties who is just like seems like in the majority of some 
eyes that urn, they wanted just a peaceful atmosphere, they didn't want too much 
commotion, they definitely wanted routine but not too much to the point where they 
were like go, go, go, go, go. Especially with some of the issues such as back 
problems or things like that, they can't handle themselves but when they started 
implementing these rights it was like ... , okay let's go, it didn't matter who you are, 
we are going, to start getting people on their feet 
Each staff member described many examples of how staff increased the 
individualization of program plans following the shift to a rights orientation. This included: 
offering residents' activities that they were interested in and that were appropriate for the 
individual, making the home more accessible for the residents, reducing restrictions within 
the home and having residents more actively participate in making their own choices about 
the things they want to do in their life. However, despite the increase in personal 
programming, the staff interviewed explained that a routine is necessary to organize the 
home. This routine may not always be congruent with some life plan as routines may not 
always be able to accommodate all the needs of the individuals living within one group 
home. Participant 1 stated, 
I have always noticed that ... , people that we support a lot of the times they ask for 
that and in whole [to go out to an activity] they don't generally want an over 
bombardment [of activities], so the routine is ... , the routine is ... like widely 
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accepted, not for everybody again, but for the most people that I support they seem 
like they are happy when there is some type of consistency. 
One of the issues with routine is that it must be accepted by all workers in order for the 
routine to be achieved and maintaining rights can impact this. For example Participant 1 
noted, 
Urn yeah, we have basic responsibilities of hygiene, and making sure everybody is 
taken care of in the sense of like, urn, making small things. Little things like 
making sure their teeth are brushed but now see this is where the complications 
come because what if the person doesn't want to brush their teeth and so forth. So 
these are some of the' frustrations that uh, urn, someone can you know, come in and 
criticize you know, why the person['s] teeth wasn't brushed but maybe that person 
denied it. So there are all these factors that can make the work place stressful for 
the people and for the workers. 
Participant 2 agreed that there are "little things" that have changed since the shift to 
a rights based agenda in the home. Duties such as cooking and cleaning are no longer the 
focus of the job. Instead, it is the quality of life for the people whom staff support by 
completing activities that are meaningful to them rather than just deciding what the person 
should or should not do. Participant 2 explained the change from before to following 3Rs 
training; 
I think that it is starting to be more around what they want as opposed to, you 
know, just getting the shift duties cause, you know, the next shift would want to 
have supper made, or they want to make sure that the cleaning was done or. I think 
the push has been more what they like to do or what they want to do on any given 
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shift. More centered around them as opposed to us doing the work for them and 
having the work done at a certain time. I think that is changing, does that make 
sense? 
Staff described that after 3~s training some of the cleaning routines were changed to 
provide individualized care to the supported persons in the home and to increase support 
staffs' time to engage in other activities. The changes to program completion increased the 
rights of the people they supported by acknowledging their choices and by eliminating 
some of the duties that did not contribute to the overall well being of the people supported 
in the home. 
Support staff as a learning community. 
Staff described that human rights and respect were always present at CLPCW; 
however the 3Rs training contributed to an evolutionary process within the agency. The 
staff interviewed reported that the training offered subtle transformations in training new 
staff members at CLPCW such as changes in communication between staff and the 
training affected the manner in which management considered the opinions of front-line 
employees. The interviewees all suggested that learning from each other (including 
CLPCW managers, support staff and supported persons) was the best way to support 
individuals and their rights. Participant 2 described the focus on functioning as a team 
across roles: 
for any team, for anywhere you work, in a group home or whatever else to be able 
to function properly you gotta be connecting with each other and contact and 
communicating with each other because if you're not then this person's doing this 
and that person's doing that and that person's doing that and it is just kind of 
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falling apart. Even though we are trying to do our best [deleted] we do our 
activities and whatever else and I think, even though we are putting our 110% in, it 
is not our 110% capability as a team ... [therefore we need to] ... discuss what we 
are going to be doing or how we are going to be doing instead of going by the wing 
of it and saying today is whatever and saying okay what are we doing today? 
Participant 1 also acknowledged that staff could provide the best care for the people whom 
they support when they communicate together during staff meetings. Participant 1 stated 
"some people are not aware of the stuff that has happened in the past or currently. So when 
everybody's there [at a staff meeting] it can be effective just to try sort things out just to 
gather up all the knowledge when we are at one table." Staff reported that after the 3Rs 
training they were more likely to communicate with other staff using rights orientated 
language to discuss the daily operations of the home and the residents in the home. 
Participant 1 described the importance of ensuring that human rights are discussed in the 
home among support staff in a respectful manner and that conversations about human 
rights should occur "naturally" by learning from each other. 
It is just 'cause it has to come naturally, cause you can't go pointing fingers at 
anybody because it is not even productive if they feel like they have done 
something wrong by learning without getting your hands slapped. We really you 
know, ... learned [about rights] in a respectful manner. 
An example provided by Participant 2 discussed a restriction of food choice, 
I think sometimes people you know, people will get you know, sort of opinionated 
or whatever. They [supported individuals] should eat this or they should eat that or 
this is good for them or that is good for them. And you know you sort of say well 
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yeah but you they like this and you know in moderation they should have the right 
to this. Sometimes if you bring up the word rights and people will be like oh yeah, 
I guess so. It just urn, might be yes I guess they do have the right [to eat the foods 
that they choose to eat, regardless if it might be a less healthy choice]. 
During the conversation with Participant 2, he/she suggested that the communication about 
rights restrictions does get enacted within the home between support staff and supported 
persons. "Initially when it happened [3Rs training] and then like a lot of [staft] said like, I 
didn't realize this is urn [restricting their rights], uh, we shouldn't be doing this so when we 
are aware, we correct it right away." 
In addition to the style of communication changing in the home between supported 
persons and support staff, staff also reported that communication increased within the 
agency between managers, and with members in the community. Participant 1 explained, 
"after rights training they [managers] wanted more of our input for their life plans and for 
their philosophy in action." Two of the participants also expressed that they had more 
connections with experts and other service providers in the community because of the 
Human Rights Facilitation Committee. 
Support staff members' perception of changes in the people they support. 
All of the staff interviewed reported a significant change in the people whom they 
support. Interviewees reported that the people supported by the agency were more likely to 
advocate for their own human rights since receiving human rights training provided by the 
3Rs. Staff also reported that a change occurred in the manner in which supported persons 
were considered as individuals by support staff, the community and other community 
members. Participant 4 described that "[the 3Rs] I think like it has taught them that urn, 
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they know now that they do have choices and that staff can't bully them." Participant 4 
also described that staff are taught to provide care rather than just support alone, " ... we 
are taught that as caregivers, we take care of them, and it is almost like we are mothering 
them but they don't need the mothering, they need the equalization between." Participant 4 
provided an example to describe how supported individuals are asserting their rights: "it 
[3Rs training] made them feel good, where they can say like, that is my human rights, or 
they can say like that is my choice and I really think it empowered them, , , you might say 
to one of the [residents] you need to go to the bathroom or stuff like that and no (deleted) 
will say I don't have to go, that is my right, or urn, that is my choice." 
The staff interviewed described that supported persons were more likely to 
advocate for their human rights in a number of contexts such as: advocating to phone 
friends and family, expressing a desire to visit friends and family more often, selecting 
outings/vacations that they want to do, and making their own choices in regards to what 
they eat. As Participant 3 described, 
With the people I support urn, I think, they have a better knowledge of knowing 
that they actually have a voice, where before when I first worked at the [agency], " 
they have a voice and we do what they say but with these right meetings that they 
have or whatever, or whatever else urn, the past couple of years [one person in 
particular], , , will say well I have a right, and uh, it is them saying it that uh, saying 
it themselves, and it is more knowledgeable and it's like well yeah, they kinda do 
[have the right] you know that. Like we don't forget that or whatever else, but 
they'll say well I have a right. Well yeah you kinda do, it just makes you stop and 
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think, like I am not denying them or whatever else but urn yeah, you help urn and 
support 'em I guess as long as it is feasible as well, so yeah. 
That supported persons advocate for their human rights may also influence the 
manner in which they are perceived by their support staff. Participant 2 expressed that "I 
think that some of them [supported individuals] are more likely to urn, assert their right, 
and 1 think staff are looking into rights more and keeping them in mind more." Participant 
1 explained "I've seen there is more progress [within the agency] happening for the people 
that we support. Sometimes we have the people we support actually take that [human 
rights] policy and use it." 
Participant 4 suggested that, as a result of the training and the changes in staff 
attitudes, residents felt more "adult like." 
The way we were doing things [before 3Rs], like we did go in their room and we 
did touch their stuff and whatever and not think about it. Where it [3Rs training] 
has given them more control in their life, , , I think they feel that they are an adult 
instead of a child, cause sometimes we would teach urn, or we would treat them 
like a child going into their things and stuff like that. Or sending them to their 
room or whatever, it doesn't happen like that anymore or whatever. 
The staff interviewed each described that the human rights training influenced a manner 
that increased the incidents of supported individuals advocating for their own human rights 
and the manner in which staff responded to those assertions. Overall, the staff interviewed 
indicated that support staff and supported individuals had a better understanding of each 
other. 
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Comparison of Agency Job Descriptions Pre/Post Human Rights Training 
As many of the staff acknowledged during the interviews, the job descriptions 
provided by the agency pre 3Rs training did not change significantly after the human rights 
training. CLPCW provided an undated job description that was used prior to the human 
rights training and a revised edition of the job description that was completed in June, 
2010. This revision was completed approximately four years after the 3Rs training. When 
comparing the job descriptions that were written before and after training, very little 
differences can be detected. The only real difference between the two documents was the 
language that is used by the agency. 
The shift inJhe langu'age post 3Rs training was more progressive and inclusive than 
the language in the former job description. Rather than making it mandatory to create 
individuals goals through the person's assessment, supported individuals are included and 
the new language suggests that goals are identified through the person's life plan. This 
language seems to suggest that rather than workers making decisions for the people they 
support, supported individuals are to be encouraged to actively participate in their life plan. 
The other change in terminology that occurred was the 'Behaviour Intervention & Review 
Committee' (a committee established to review all intrusive interventions) is currently 
recognized as the 'Human Rights Facilitation Commission.' Although the change may seem 
minimal, it is very progressive in that supported persons are referred to as active members 
in their own life and they are human beings first rather than thought of as a behavioural 
plan or being at risk to become known by their assessments rather than their own voice. 
The message that was sent though changing the language in the job descriptions 
really demonstrates a commitment to the 3Rs program and maintenance of human rights 
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within the organization. The language establishes the environment to be respectful and 
adhere to a human rights philosophy within the organization. 
Nature of Formal Job Descriptions Pre and Post 3Rs Training as Described by Staff 
The interviewed staff reported that the fonnal job expectations within the agency 
had not changed significantly since the human rights training was provided to the 
organization. The participants in the study did convey that fonnal job descriptions 
provided by the agency provided few substantive changes post human rights training. For 
the most part, the job description provided by the employees and the fonnal written duties 
were, overall, consistent with complexities that exist in the role of support staff member 
supporting individlJals with ID. Despite that, the staff interviewed indicated that there were 
minimal changes within the nature of the role, it was suggested that the training 'fine tuned' 
(Participant 4) them to be more conscious of some of the expectations within the pre-
existing job description. 
Throughout the interviews, the most significant change that appears to have 
occurred within the role of counsellor at CLPCW was a shift in the manner in which care 
is provided for the people they support Many comments indicated that supported 
individuals are treated with more autonomy than they were before human rights training. 
Staffhave become more proactive in including residents in their own life plan by listening 
to them more often and finding more opportunities to assist residents in voicing their 
opinion if they lack the verbal/intellectual skills to communicate their needs. Additionally, 
residents are treated with more autonomy as they are more actively participating in their 
lives, such as engaging in chores around their home. Staff reported that there is "less doing 
for" (Participant 2) the residents and "more doing with" the residents. 
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Consistent within all of the interviews was that the role of a counsellor for persons 
with ID is very dynamic and requires a great deal of flexibility. The role requires staff to 
provide direct care for all aspects of daily living 'including but not exclusive to: medical, 
personal, physical, financial, psychiatric, equipment, hygienic, social, recreational, and 
emotional' (p. 2, Community Living Job Description, 2010). Additionally employees 
responsible for 'ongoing development of Life Plans' (Community Living job description, 
2010) which includes making sure they are meaningful for the individual and that they are 
what he/she would like to do. Participant 1 conveyed that if all the duties within the role of 
a support worker were written in the job description, the "list would be endless." All of the 
employees interviewed agreed that the role of a support staff member is demanding, and a 
few mentioned that often support staff interpret the job description differently within the 
agency. An example of this is that the job description states that you must respect the 
individuals but, as Participant 2 noted, the job description does not mention that you have 
to "be nice" to the people who are supported. This study found that the quality of care that 
individuals receive from front-line employees may be enhanced if they do practice 
respecting the individuals' human rights while they work, especially if the employee 
demonstrates OCB characteristics. 
70 
Investigation of changes in service delivery 
Discussion 
The current study was completed to describe the nature of the role that support staff 
perform, particularly after the implementation of human rights training. Since the human 
rights training program, 3Rs - Rights, Respect and Responsibility Project, was established, 
few studies have been completed to describe the changes to front-line employees working 
in residential settings after adoption of a rights based approach to service delivery. Support 
staffhave a huge responsibility assisting persons with ID in daily living routines and 
supporting individuals' social and emotional well being. The staff interviewed for this 
study expressed that supporting individuals with ID is a complex role as they have many 
responsibilities to maintain a' safe environment that supports a diverse range of needs for 
the people in their agency. The current study found that in addition to the formal job duties 
stated within CLPCW job description, interviewed employees described engaging in many 
voluntary duties as well. The interviewees described that some OCB increased as a result 
of human rights training because the training prompted some of the participants to be more 
cognisant of the human rights of persons with ID and the training provided alternate 
language to use in the homes to better support human rights. Additionally, the support staff 
participants reported changes in the manner in which they communicate with other 
employees, managers, supported persons and members of the community. 
OCB and the Impact on Human Rights within CLPCW 
Participants in this study reported that there have been many different types of 
voluntary behaviours that have occurred at CLPCW such as volunteering time, and 
offering resources. Many of the voluntary behaviours described by the participating staff 
could be categorized as OCB and assist in creating environments that support individuals 
71 
Investigation of changes in service delivery 
in learning about their human rights. The support staff interviewed suggested that the OCB 
characteristics they displayed in the home enhanced the overall quality of care received by 
the persons with ID they support. Participating support staff reported offering more choices 
to persons with ID especially as a result of increased communication between themselves 
and the people whom they support. Participants also reported engaging in many different 
types of duties that went above and beyond their specified job duties however, throughout 
the interviews it was rarely specified whether these demonstrations of OCB were a result 
of human rights training or whether the behaviours occurred before the training. The OCB 
characteristics that the interviewees reported engaging in the most were displays of civic 
virtue behaviour, c9urtesy-discretionary behaviour and altruism-discretionary behaviour. 
An unexpected finding in the interviews was that the support staff did not describe 
situations in which sportsmanship behaviour occurs. Sportsmanship behaviour is 
demonstrated when an employee does not complain about doing something for the good of 
the group, despite considering the task/outcome personally unfavourable. Additionally, 
staff who engage in sportsmanship behaviour tend to remain positive despite having to 
engage in an undesirable task (Podsakoff, MacKenzie, Paine, & Bachrach, 2000). One 
hypothesis that might explain why there were minimal conversations about sportsmanship 
is that within the OCB scale designed by Podsakoff, MacKenzie, Moorman, and Fetter 
(1990; Organ et aI., 2006), the items related to sportsmanship behaviour are negatively 
coded while the other factors of OCB are positively coded. This suggests that 
sportsmanship questions have to address an adverse situation to determine what type of 
response the employee is likely to demonstrate. In an interview situation it is difficult to 
prompt or encourage examples of sportsmanship without subjecting the participants to 
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loaded questions such "what do- you do when other staff members ask you to do additional 
work related tasks in the home that are not a part of your job description?" This type of 
question was avoided when the interview questions were being written in order to prevent 
leading participants. Questions that prompted discussions on sportsmanship behaviour may 
have illuminated more sportsmanship behaviour examples however, asking this type of 
question may have been seen as inappropriate since it could have suggested that other 
support staff create extra work to be done in the home. 
Despite minimal comments made about sportsmanship behaviour, many comments 
were made that describe 'cheerleading' behaviour. Organ et al. (2006) describe that 
cheerleading behav,jour occurs when support staff encourage their colleagues to be 
productive on the job. Within this study, all of the persons interviewed described engaging 
in behaviours that advocated for collegial commitment to human rights. For instance, 
support staffwould encourage colleagues to go to the Human Rights Facilitation 
Committee if they had a concern. Staff also suggested that after human rights training they 
were more likely to advocate for the individual preferences of the people whom they 
support. Perhaps due to the nature of a support worker's job, the five factors of 
sportsmanship behaviour described by Organ (1988) are not as applicable to employees in 
the non-for profit sector as they may be in the for-profit sector. This is not to suggest that 
these characteristics are not demonstrated by front line employees, however, perhaps there 
may be different characteristics that are more likely of employees who provide care and 
support for vulnerable populations. 
Most of the researchers who have published studies on OCB collect data from the 
for-profit sector. Within the for-profit sector, studies report on productivity, customer 
73 
Investigation of changes in service delivery 
satisfaction and profits (Whitman, Van Rooy, & Viswesvaran, 2010). Studies that have 
been collected in the not-for profit sector may not have the same type of measures to 
determine successful outcomes within an organization which may account for some of the 
discrepancies within the literature concerning OCB characteristics and the not-for profit 
sector. Owen, Pappalardo, and Sales, (2000) and Hopkins (2002) indicated that OCB may 
be an unspoken/unwritten expectation within the social sector due to the nature of care 
provision, therefore it is logical to deduce that typical characteristics ofOCB within the 
not-for-profitlsocial sector would be different from the for-profit sector. For example, the 
present study found that the front-line employees were much more inclined to discuss acts 
of cheerleading bel)aviour rather than sportsmanship behaviour. 
Support staff in the present study reported interacting with their colleagues to 
encourage them to advocate for supported persons' rights and they acknowledged other 
support staff for the contributions they made to the team. They discussed respecting other 
employees' decisions and advocating for them via staff meetings and through the Human 
Rights Facilitation Committee. Participants were much more likely to discuss openly and 
frequently the positive relationships in the horne rather than describing reactions to 
adversity in the home that would require them to engage in sportsmanship behaviour. 
The Impact of Human Rights Training Described by Staff 
Participants reported that the most significant impact that the human rights training 
had overall was an increase in communication among staff, management and supported 
individuals. Support staff reported feeling as if they were better able to communicate with 
managers. They reported that more of their opinions and suggestions were responded to 
more frequently and efficiently by their managers following the rights training. Support 
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staff also reported that they listened more openly to residents and tried to be more effective 
listeners by adapting their typical methods of communicating to match the needs of the 
people they support. Although not specifically stated by the employees, it appeared 
throughout the interviews that the participants felt there was less of a power differential 
between management, support staff and persons supported. For example, the support staff 
conveyed that, in most cases, they felt as though their opinions were more likely to be 
acknowledged by managers and members of the community. Participants additionally 
reported actively listening to the people whom they supported and responding to their 
needs and wishes. Lastly, support staff discussed that they felt their opinions were better 
received by person~ within the community via the Human Rights Facilitation Committee. 
A couple of the interviewees indicated that the ideas that they had and/or the human rights 
n~strictions that they alluded to are currently being accepted in the agency more quickly 
than they were prior to the Human Rights Facilitation Committee. Participants suggested 
that, as a result, they express their ideas more frequently and they felt they were more 
likely to be put into action. The reported increase in responsivity to addressing human 
rights concerns made by staff members, may have contributed to them feeling an increased 
sense of personal agency within the organization. 
During the interviews, two support staff acknowledged the use of the Human 
Rights Facilitation Committee and the importance it has in maintaining the rights of the 
individuals supported by the agency. The examples the interviewed support staff offered 
suggested that using the committee approach to conflict resolution within the agency was 
more efficient in coming to a resolution than addressing the issue with managers, or other 
front-line employees. For example, if a support worker brings forth a human rights 
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restriction/concern, the committee then has an obligation to come to a respectful resolution. 
The resolution might be to remove the rights restriction or to explain and agree with all the 
members that the restriction is in the best interest of the individual who is supported by the 
agency. A rights restriction may remain in the agency because removing it may cause 
health concerns or additional behavioural concerns that may disrupt the overall functioning 
of the residential home. By more frequent acknowledgement of the support staff, the 
Human Rights Facilitation Committee and the managers at CLPCW might actually be 
increasing the likelihood of OCB (Deluga, 1994; Bolger, & Somech, 2005). 
An Organizational Human Rights Ecological Model 
The process of shifting to a rights based service approach discussed by the 
interviewees in this study reflects the dynamic nature of Bronfenbrenner' s ecological 
model of development and the integrated ecological model suggested by Sobsey (1994). 
The organizational cultural change promoted by the 3Rs may provide an antidote to the 
culture of power inequity and abuse in Sobsey's model. According to the discussion 
provided by the four individuals at CLPCW, the same model that described how abuse 
occurs within residential settings can also describe how the shift to a rights based service 
system can occur. The support staff- supported individual relationship could be 
conceptualized as the primary interactional micro system in Sobsey's model within the 
larger environment of the organization. For example, the staff described that since the 3Rs 
training, supported individuals are more likely to advocate for their own human rights and 
use rights orientated language. According to the participants in this study, support staff 
more frequently hear from the people they support about rights, and they are more likely to 
engage in activities and practices that support those human rights since participating in 
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human rights training. This is an illustration of a balancing of the power relationship that 
Sobsey identified as inequitable between abusers and victim. 
Within the larger organizational environment system, the participants in this study 
reported communicating with other staff and management about human rights related 
issues and manipulating programs as well as schedules to more adequately address the 
needs of the individuals within the agency. In addition, the organization's Human Rights 
Facilitation Committee creates a method of communication between CLPCW and other .. 
social institutions. Since the committee's membership includes representatives from inside 
and outside of the organization, it provides a bridge between other social services and 
community memb~rs and the needs within the organization. 
The 3Rs model does, in fact, require that human rights be adopted within the 
culture of the organization. Human rights are more likely to be respected within the 
agency as the 3Rs model encourages that every system adhere to a human rights approach. 
The participants in this study reported that the rights education prompted discussion 
between support workers and supported individuals creating language that could promote a 
human rights orientated interaction between them. 
In addition to describing human rights in terms of the integrated ecological model 
of abuse human rights issues may also be analyzed according to Cambridge's (1999) four 
levels of analysis for abuse. The participants in the present study seemed to express that 
human rights issues, in fact, can be researched on these four levels. Human rights training 
can be analyzed at an organizational level, to consider what changes have been made 
within the agency's philosophy, policies and procedures. Analysis can be done at the 
professional level between staff, management and other community partners and at the 
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house level, to consider how each group home operates. Finally, support staff conveyed 
that there are many changes that can be analyzed according to the relationship between 
supported persons and their staff. 
Limitations within the Study 
Time was a major limitation within this study for two reasons. The first limitation 
that occurred as a result of time was that this study depended on the memory of support 
staff. The study was designed to provide information about the lived experiences of 
support staff. All of the staff had the human rights training five years prior to the 
interviews. As no data were gathered about the lived experience of support staff prior to 
the human rights training, the current study relied heavily on the memory of the front-line 
employees who were interviewed at CLPCW. As a result, the information gathered may 
not reflect all the changes that occurred within the support worker position at CLPCW. 
Also, many changes are evolutionary, they do not change all at once. Attribution of 
organizational change to the training provided by the 3Rs may have been incomplete or, 
alternatively, the participants may not have mentioned other forms of training within the 
agency, or other organizational changes that may have caused changes in their role as front 
line employees. The second major limitation due to time was that this study was conducted 
as a time-limited master's thesis. Ideally this study would have been longitudinal with staff 
interviewed prior to training, during the implementation of the training and post training. 
Another major limitation in this study was that there were so few participants. 
Strauss and Corbin (1990) suggest that a qualitative study is not likely to meet saturation 
standards with five one-hour interviews. Despite that, only four participants were recruited, 
it was decided that the research would continue as design of this study was intended to 
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investigate how one agency, CLPCW, responded to the 3Rs program. Since each agency 
has its own organizational culture, recruiting participants from another agency would have 
been beyond the scope of this study. Three recruitment techniques were utilized in an 
attempt to interest more support staff at CLPCW to participate in the study so it would 
have been inappropriate to solicit more interviewees since that could have been seen as 
disrespectful. Mason (2010) suggests that often researchers recruit more participants than 
needed in qualitative analysis. Saturation criteria should be premised on ensuring that the 
researcher is truly researching what they had intended and that the interviewees have 
provided enough information that conducting additional interviews with more participants 
will not contribute ~o additional themes emerging in the data. As there were so few 
participants who volunteered to participate in this study, a major limitation was that the 
feur interviewees may be more likely to engage in voluntary behaviour. In the absence of a 
larger sample it was not possible to detennine whether saturation had been reached on this 
or other themes. 
Volunteering to participate in research that involves an organization could be 
considered an OCB, it may have been that the support staff interviewed for this study were 
members who often engaged in OCB. To try to encourage more participation from 
members, a gift certificate was offered and the employees could participate in the study 
during work hours. This may have influenced some members to participate who do not 
engage in many OCB behaviours, however, given the limited sample, this is not clear. It is 
important to consider that these findings are particular to the support staff who participated 
in the study. As the sample is only a very small percentage of the employees who could 
have participated in the study, the results cannot be generalized to the agency as a whole. 
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All of the participants described that they participated in this study because it was the first 
time their opinions were asked or because they wanted to advocate for human rights 
awareness. Finally the last major limitation is that this was the first interview study 
conducted by the primary researcher. Had the researcher been more experienced perhaps 
more probing would have benefited the depth of information collected in the interviews. 
For example, all of the interviewees discussed 'life binders,' but only two of the 
participants were probed further to describe what a life binder was. 
Future Directions 
This study was important for its qualitative examination of organizational 
citizenship behaviQurs among support staff in community services for persons with 
intellectual disabilities. The approach helped to describe the role human rights training 
may have played in OCB however, it was difficult within this study design to demonstrate 
whether human rights training influenced the front-line employees to engage in more acts 
of OCB or if OCB influenced how the employees perceived the 3Rs training. Future 
studies should research more thoroughly the motivational factors behind OCB and human 
rights policies and practices in human services for persons with intellectual disabilities. 
The current study found that the four participants reported human rights training 
increased communication between support staff and their managers. As discussed 
previously, when staff feel that they are listened to by their managers and are more active 
in creating change, procedural justice is the result (DeConinck, 2010). Procedural justice 
has been reported to increase OCB, for example, the study conducted by Bolger and 
Somech (2005), found that when teachers feel that their suggestions are acknowledged by 
management, OCB is more likely to occur. Bolger and Somech referred to these 
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contributions to the aspects of an employee's role as participant decision making (PDM). 
In their research they found that PDM allows teachers to feel empowered and therefore 
more likely to be engaged in their job. Within this study, the interviewees described a 
similar response in that managers are more regularly implementing the suggestions made 
by staff, and the support staff described engaging in increased communication with their 
managers. Therefore, given the change in staff-manager communication following rights 
training described by participants, it may be that the human rights training contributed to 
PMD (procedural justice) and OCB. Future studies should evaluate if procedural justice 
does, in fact, increase the likelihood of OCB after human rights training. 
Consistent with Organ and Podsakoffs (1988) notion that employees who 
demonstrate OCB typically do not perceive their actions as voluntary, the current study 
found that front-line employees interviewed typically thought of voluntary behaviour as 
donating time above the regular pay hours. Only one participant listed typical behaviours 
within the home and associated that some of their actions did in fact go beyond the 
specified requirements of the job. Should the voluntary characteristics of not-for-profit 
employees be illuminated, a deeper understanding of what motivates OCB within this 
sector may be revealed. This study found that the same behaviours that were encouraged 
through human rights training, such as offering choices and listening to the individuals 
supported, often encouraged employees to go beyond the minimum requirements of the 
job. Future studies may be able to investigate the antecedents that motivate staff to 
preserve and advocate for the rights of the people in their care. One of the implications of 
the findings presented by the four interviewees was that if front-line staff are volunteering 
additional hours that go beyond the minimum requirements for the job, there are likely to 
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be legal implications for staff and their employers. For example, if a staff member 
continues an outing that extends beyond their work hours and they must drive a company 
vehicle with a supported individual back to the group home, would the staff member be 
covered under the company insurance policy? This issue bears further examination. 
In the last century, many international and national policies have been established 
to establish and ensure that persons with intellectual disabilities are respected as human 
beings under protection of the law. Establishing human rights within the social sector has 
been an evolutionary process (Mullins, 2009) and programs such as the 3Rs are relatively 
new. The present study was able to illuminate how four support staff members have 
perceived human rights training however, it did not include the voice of persons with ID. 
Future studies should also include the voice of supported individuals to reveal how they 
suggest human rights training has affected their own quality of life and how they 
experienced the changes that they may have noticed in front-line employees. 
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Appendix A 
o 
BROCK UNIVERSITY & . 
COMMUNITY LIVING PORT COLBORNE 
Investigations of Prescribed and Voluntary Job Roles in 
Community Service Delivery for Persons who have 
Intellectual Disabilities after the Implementation of the 
3Rs; Rights, Respect and Responsibility Project 
Researcher: Sarah Ruiter, M.A candidate, Centre for Applied Disability 
Studies 
Supervisor: Frances Owen, Ph.D., C. Psych., Child and Youth Studies, 
Centre for Applied Disability Studies 
LETTER OF INVITATION 
I, Sarah Ruiter, Masters of Arts candidate, from the Department of Applied Disabilities 
Studies at Brock University, invite you to participate in a research project entitled, 
Investigations of Prescribed and Voluntary Job Roles in Community Service Delivery for 
Persons who have Intellectual Disabilities after the Implementation of the 3Rs; Rights, 
Respect and Responsibility Project. 
The purpose of this research project is to describe the formal job duties and the voluntary 
job duties that support staff engage in before and after the implementation of human rights 
training at Community Living Port Co1borne - Wainfleet. 
Participation in this study will be voluntary and participants can drop out of the study at 
any time without penalty_ Each interview will be approximately 60 minutes to 90 minutes 
in duration. All participants will be interviewed individually and interviews may occur 
during work hours to ensure no loss in income. In addition, each participant will receive a 
ten dollar gift certificate as a token of our appreciation for assistance with this project. All 
interviews will be audio-taped. After the interview, all responses will be recorded 
transcribed and sent to either each participant's home address and/or e-mail address. Each 
participant will have the opportunity to read their responses to ensure that they responded 
in a manner that they feel comfortable with. Each participant can clarify any statements 
that were made during the interview by returning the transcription containing their 
amendments to the primary researcher. 
All information gathered will remain confidential, only the researchers listed above will 
have access to the names of the participants. After each of the interviews, all of the 
information will be recorded excluding personal and/or sensitive information to ensure 
confidentiality. This research may be used in publication and for future studies however 
each participant will always remain anonymous. 
This research is intended to be used to help organizations that are interested in undertaking 
human rights training to understand the kinds of organizational changes that are associated 
with it. It is also intended to improve the quality of human rights training implemented in 
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the future; and to provide individuals in the community with a richer description of the role 
of support staff who support individuals with intellectual disabilities. 
For the purposes of this research study, we are asking that each volunteer for the study has 
been employed by Community Living Port Colbome - Wainfleet since 2004. 
Your participation is greatly appreciated and will contribute to the growing body of 
literature on human rights training and providing quality care to persons with intellectual 
disabilities. If you are interested in participating in this study or you have any questions 
regarding this study, please contact Sarah at: sr05nz@brocku.ca. or phone: 905-650-4814. 
Questions may also be addressed to Frances Owen at: fowen@brocku.ca. 
Additionally, if you would like to participate in this study, you may fill out the consent 
form sent out with this invitation. After you have read and completed the consent form, 
place the form in the pre-marked envelope and return it to the inter-office mail system so 
that it gets returned to the main office. The envelope will be picked up from the office 
shortly after its arrival at the main office. To ensure confidentiality, make sure that the 
envelope is sealed. I will contact you to arrange an interview when I receive your signed 
consent form. If yo~ would like to contact the researchers to participate, you can call or e-
mail and the consent can be verbally completed over the telephone. 
If you have any pertinent questions about your rights as a research participant, please 
contact the Brock University Research Ethics Officer (905) 688-5550 ext 3035, 
reb@brocku.ca. 
Thank you for your consideration, 
Sincerely, 
Sarah Ruiter 
M.A. Candidate, Centre for Applied Disability Studies 
This study has been reviewed and received ethics clearance through Brock University'S 
Research Ethics Board (file # 10-099 - OWEN). 
91 
Investigation of changes in service delivery 
Appendix B 
o 
MEMO 
BROCK UNIVERSITY & 
COMMUNITY LIVING PORT COLBORNE 
Investigations of Prescribed and Voluntary Job Roles in 
Community Service Delivery for Persons who have 
Intellectual Disabilities after the Implementation of the 
3Rs; Rights, Respect and Responsibility Project 
Researcher: Sarah Ruiter, M.A candidate, Centre for Applied Disability 
Studies 
Supervisor: Frances Owen, Ph.D., C. Psych., Child and Youth Studies, 
Centre for Applied Disability Studies 
In the next week, I will be sending invitations to participate in a study 
Investigations of Prescribed and Voluntary Job Roles in Community Service 
Delivery for Persons who have Intellectual Disabilities after the 
Implementation of the 3Rs; Rights, Respect and Responsibility Project. 
This study will investigate the in-role duties and extra-role duties that 
residential care support workers engage in. In particular, this study will be 
analyzing the shift in job related behaviour since the shift to a rights based 
agenda within the organization. Therefore we ask that all participants have 
been working at Community Living Port Colbome - Wainfleet for at least 
five years. 
Interviews can either be scheduled in person or could be scheduled over the 
telephone. A maximum of 10 interviews will be conducted. 
All participants will receive a ten-dollar gift certificate to Tim Hortons as a 
token of appreciation for your thoughtful contribution to the study. 
We would like to thank you for considering participating in this study and 
your continued support. The goal of this study is to contribute to the growing 
body of knowledge and literature that is created to maintain and strengthen 
the human rights agenda for persons with intellectual disability. 
A letter of invitation and a consent form will be sent will provide more 
information about this study. Any inquires can be made to Sarah Ruiter either 
by phone at 905-650- 4814 or bye-mail: sr05nz@brocku.ca 
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Appendix C 
INFORMATION-CONSENT FORM 
Project Title: Investigations of Prescribed and Voluntary Job Roles in Community Service 
Delivery for Persons who have Intellectual Disabilities after the Implementation of the 
3Rs; Rights, Respect and Responsibility Project 
Principal Investigators: 
INVITATION 
Sarah Ruiter 
sr05nz@brocku.ca 
Frances Owen 
fowen@brocku.ca 
(905)688-5550 ext4807 
The purpose of this study is to describe the formal job duties and the voluntary job 
behaviours that support workers have engaged in both before and after the implementation 
of human rights training at Community Living Port Colbome - Wainfleet (CLPW). This 
study involves an interview. 
WHAT'S INVOLVED 
As a participant, I understand that I will be asked to fill out a short profile which includes 
information such as how long I have been employed at CLPW and questions about the 
human rights training that you have been associated with. I understand that this initial 
profile will only take approximately one-minute to complete. After completion of the 
profile I understand that I will be asked to participate in an interview that will include 
questions about my personal affiliation with the human rights training that has been 
provided as part of the 3Rs: Rights, Respect, Responsibility Project; the behaviours that I 
have to engage in at work according to the formal job expectations provided by CLPW; the 
work related behaviours that I engage in that are not a part of your formal job description 
and are considered voluntary; and finally, my opinions about human rights. Participation 
will take approximately 60 to 90 minutes. 
All data will remain confidential. I understand that my name will not be associated with 
any reports of the results of this research. Only the researchers named above will be able to 
associate my name with the information I provide. Direct quotations will be used in 
publications and presentations of the results of the research but no names will be associated 
with them. The only exceptions to this are circumstances in which it is legally and ethically 
required that the data and identifiers be disclosed. These include issues related to abuse, 
threat of harm to self or others, or a court demand for data disclosure. 
I understand that my interview will be audio-taped. I understand that after each interview 
all recorded responses will be transcribed. All names and any personal identifiers will be 
removed from any of the transcribed materials. 
I understand I will have the opportunity to read the transcript of all of my responses to the 
interview questions and I may clarify or remove information I gave during the interview to 
ensure accuracy in reporting. I understand that interviews will be transcribed in a location 
where the tape cannot be overheard by people who are not involved in the research project. 
Transcriptions will be stored on a computer that is password protected. Only the 
researchers associated with the project will have access to the original recorded 
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infonnation and participant list-. After the research has been completed the records and 
tapes will be stored in a secure location at Brock University until September_2_013 when 
they will be destroyed. I understand that I may receive a summary of the results by 
contacting Sarah Ruiter after August 15, 2011. 
POTENTIAL BENEFITS AND RISKS 
I understand that this study may help researchers and community professionals to have a 
better understanding of role that support staff engages in while supporting individuals with 
intellectual disabilities in support of their rights. In the future other support staff and 
supported individuals may benefit receiving human rights training that is tailored for group 
home environments. 
There are not anticipated risks associated with participation in this study. However, I 
understand that I may feel uncomfortable thinking about issues related to the rights of the 
people I support and the challenges I face in my job. 
VOLUNTARY PARTICIPATION 
I understand that participation in this study is voluntary and that I may withdraw at any 
time without penalty. I may decline to answer any questions that I do not wish to answer. 
I agree to participa!e in this study described above. I have made this decision based on the 
infonnation I have read in the Information-Consent Letter. I have had the opportunity to 
receive any additional details I wanted about the study and understand that I may ask 
questions in the future. I understand that I may withdraw this consent at any time. 
Name (please print): 
-------------------------
Signature: 
----------------------------
Date: 
Phone Number: E-mail: 
-------------------------
Please circle which method you prefer to be contacted: PHONE E-
MAIL 
If you would like to be contacted by phone, when would be the best time to reach you? 
OPTIONAL PARTICIPATION FOR FUTURE STUDIES 
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- _ . 
Do you give your pennission to be contacted after the study is over to ask you if you would 
be willing to answer some more questions or be in a new study? 
YES / NO (please circle) ______ (initials) 
Thank you for your assistance in this project. Please keep a copy of this fonn for your 
records. 
Researcher's Name: 
-------------------------
Date: Signature: 
----------------------------
If you have any questions about this study or require further infonnation, please contact the 
Principal Investigators using the contact infonnation provided above. This study has been 
reviewed and received ethics clearance through the Research Ethics Board at Brock 
University (file # 10-099 - OWEN). If you have any comments or concerns about your 
ri.ghts as a research participant, please contact the Research Ethics Office at (905) 688-
5550 Ext. 3035, reb@brocku.ca. 
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Appendix D 
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BROCK UNIVERSITY & _ 
COMMUNITY LIVING PORT COLBORNE 
Investigations of Prescribed and Voluntary Job Roles in 
Community Service Delivery for Persons who have 
Intellectual Disabilities after the Implementation of the 
3Rs; Rights, Respect and Responsibility Project 
Researcher: Sarah Ruiter, M.A candidate, Centre for Applied Disability 
Studies 
Supervisor: Frances Owen, Ph.D., C. Psych., Child and Youth Studies, 
Centre for Applied Disability Studies 
PARTICIPANT DEMOGRAPHIC INFORMATION 
Participant's Name: _______________ _ 
Which work best describes your work setting (please circle one): 
Supported Independent Living Group Home Day Program 
How many persons are supported in this setting? _________ _ 
How long have you been employed at Community Living Port Colbome? 
Have you received any training sessions regarding human rights for persons with 
intellectual disabilities? (Please circle one) YES / NO 
When did you receive this training? _________ _ 
Please circle who implemented the rights training that you attended: 
Steve or Courtney / Anne Readhead / Both 
How many of the individuals that you support have received rights education from the 3Rs 
project? _____ _ 
96 
Investigation of changes in service delivery 
Appendix E 
BROCK UNIVERSITY & 
COMMUNITY LIVING PORT COLBORNE 
o 
Investigations of Prescribed and Voluntary Job Roles in 
Community Service Delivery for Persons who have 
Intellectual Disabilities after the Implementation of the 
3Rs; Rights, Respect and Responsibility Project 
Researcher: Sarah Ruiter, M.A candidate, Centre for Applied Disability 
Studies 
Supervisor: Frances Owen, Ph.D., C. Psych., Child and Youth Studies, 
Centre for Applied Disability Studies 
PARTICIPANT INTERVIEW QUESTIONS 
Name of Interviewee: 
-------------------------
Part 1 
'Setting the stage, , jor a discussion about staff roles pre and post 3Rs involvement. 
1 -Have you received any training on human rights? 
i-What issues were addressed during the training sessions? 
2 - When did you first hear about either rights training or the 3Rs program? 
i - Was the rights training you heard about associated with the 3Rs or different? 
ii - (if yes) Can you please different please describe the differences or give examples 
of how they were different? 
3 - What were your first reactions to hearing about rights training? 
Part 2 
i - (if negative,) What were the concerns about rights based training? 
ii - Can you describe for me how you remember feeling about including right 
related issues into the group home? 
Staff members' description of the formal job duties and the voluntary staff roles both, prior to 
3Rs training and post 3Rs training. 
4 - Prior to any 3Rs training, what types of duties was the support staff at Community Living 
Port Colborne responsible for? 
i - Were these duties mandatory or were some of these duties up to the discretion of 
the employee? 
ii - Did all of those duties get completed on each shift? 
5 - Are any of your specific job duties currently different than they were before rights 
training? 
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i - (if yes) Can you please describe the changes? 
ii - Since the rights training, have any additional requirements becom~mandatory for 
your job? 
6 - Before rights training, were there any job duties in the home that needed to completed on 
either a weekly, monthly or yearly basis such as spring cleaning for example? 
i - (if yes,) Were these duties assigned or did you complete them because you wanted 
to? 
ii - Do you recall if there were any job responsibilities that you were asked to do that 
was not have been a part of your specific job requirements? 
iii - Currently do you have any job duties that occur weekly, yearly or 
monthly that needs to be done in the home? 
7 - Before rights training were there any things that you can think of that you did either in the 
home you work in or for the people that you support that were not in the job description but 
that you felt should have been done anyway? 
i- (if yes) Who was involved in those activities? 
ii- How often did the activities occur? 
iii - Do yo~ still engage. in these activities? 
iv - Have any of these activities been adopted in the formal job description that are 
currently in place at Community Living Port Colbome? 
8.- Since 3Rs training have you engaged in any activities at work that are not a part of your 
job description? 
Part 3 
i - (if yes,) What sort of activities do you do? 
ii- Who is involved in these activies? 
iii- How often do the activities occur? 
iv - Why do feel that these activities are important? 
This section will regard staff members' observations of organizational citizenship behaviours 
that occur within the group homes; especially the voluntary behaviours that contribute to 
maintaining a positive environment for the individuals who are supported in the agency. 
9 - Are there any job related duties outside of those in your job description that you engage in 
to assist other staff working in the home? 
i - (if yes,) Can you describe these activities to me? 
ii - How often do you engage in these types of behaviours? 
iii - Are these required or do you volunteer for them? 
10 - Are there any situations that you can think of where you went above and beyond your 
specified normal work load? 
i-Can you think of an example of this? 
ii - How often do you engage in this type of voluntary behaviour? 
iii - How does engaging in these behaviours make you feel? 
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iv - What type of impaGt do you think that these behaviours have on the home that you 
work in and the people you support? 
11 - Are there any job related duties that you can think of that are necessary for the position 
that you hold but are not required by the agency in the job description or otherwise specified 
by the organization? 
i - (if yes) Can you please describe them and give examples? 
ii - How do you think that this effects the work environment? 
iii - Are there any duties that are required that are unnecessary for the position? 
12 - As a support worker for Community Living Port Colbome - Wainfleet, are you required 
to get any additional training or professional development? 
i - (if no,) Have you attended any training sessions that were voluntary? 
i - (if yes,) Can you describe them please? 
13 - Is it mandatory to attend staff meetings? 
i-Do you often attend staffmeetings? 
ii - Do you feel that staff meetings contribute to the overall success of the home? 
iii - How often do you contribute to staff meetings? 
iv - What tyPe of impact does your contributions to staff meetings make in the house? 
Staffs' report on the way that voluntary behaviours effect the individuals that they are 
supporting either when the individual is first learning about rights or when the individual is 
trying to maintain or strengthen their awareness of rights. 
14 - Have rights issues come up in any of your staff meetings or in any of your discussions 
with other employees? 
i - (if yes,) Can you describe how rights have been discussed within the home you 
work in and include examples without identifying anyone? 
ii - Can you think of any examples of when discussing rights in the home has benefits 
for either other staff or the people that you support? 
iii - Could you please provide examples? 
15 - Was there anything from the rights training that you thought influenced any of the 
individuals that you work with? 
i - (if yes,) Can you please describe this for me?/can you think of any examples? 
16 - Are there any individuals that you support who have received or that are receiving 3Rs 
training? 
i-Is there anything that you do to facilitate the people that you support to learn 
about their rights? 
17 - Since the 3Rs training has been at Community Living Port Colbome - Wainfleet, has any 
of your relationships changed with the people that you help support? 
i - (if yes,) Can you describe that for me please? Can you think of any examples? 
ii - How has this change made you feel? 
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Part 4 
This section will address whether staff believe that rights training facilitates or hinders the 
promotion and protection of individual rights within a group home. 
18 - What is the role of support staff in promoting human rights of persons they support? 
i-What aspects of this are related to formal job description tasks? 
ii - What aspects of this are related to voluntary tasks you perform at work? 
19 - What role do you think support workers should have in teaching individuals about their 
rights? 
i - Was there anything in the human rights training that you received that you feel 
would assist others in teaching individuals they support about rights? 
ii - Was there anything in the training that made you feel that teaching rights to 
supported individuals was difficult? 
20 - What would you recommend from the rights training you received? 
i-Knowing what you know now, is there anything that you would do differently if 
you were to implement a staff training session to support workers? 
21 - Why did you decide to participate in this interview today? 
i-Is there anything that else about human rights training that you feel we did not 
cover? 
100 
Investigation of changes in service delivery 
Appendix F 
SCHEDULING OUTLINE SET OUT BY COMMUNITY LIVING PORT COLBORNE-
WAINFLEET 
REQUIREMENTS FOR STAFF RECRUITMENT: 
When Sarah Ruiter (Brock University Masters Student) implements interviews 
independently with staff from CLPCW, she is required to convey the following necessary 
conditions to these staff. 
Staff are to ensure: 
~ "Client" (individuals this staff supports) safety is protected fully, without any 
doubts, during the interview time period. 
~ The interview takes place during their "regularly scheduled shift and regularly 
scheduled hours". 
~ No "client" outings or activities are cancelled to accommodate the occurrence of 
this interview with Sarah. 
~ The choice of interview location will be compatible with clients' needs and desires 
either in a quiet non-intrusive space at the group home or at the main office in the 
gymnasium in which the interviewee will be able to enter the gym from a separate 
entrance of the facility. 
Thank You. 
Friday October 22,2010 
(Community Living Port Colbome - Wainfleet 3Rs Liaison) 
VERBATIUM SCRIPT FOR SCHEDULING AN INTERVIEW 
While discussing a time for an interview each potential participant will be asked the 
following questions: 
1) Before scheduling a time for our interview together, I want to ensure that the time 
we choose to schedule for an interview does not jeopardize the safety or quality 
care of any of the people you support. Therefore I must confirm that the all the 
clients you support safety is protected fully, without any doubts, during the 
interview time. Is there a date and time that you believe can accommodate this? 
2) I would also like to ensure that our interview takes place during your regularly 
scheduled shift and regularly scheduled hours. Does this interview time disrupt 
your regular hours? 
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3) In addition I need to knew that no client will have outings or activities cancelled to 
accommodate the occurrence of this interview. Does this time affect aI].y scheduled 
outings or activities? 
4) Lastly, we must consider the location of our interview, and the location must be 
compatible with the clients' needs and desires. Therefore we can meet in a quiet 
non-intrusive space in the group home in which you work or we could meet at the 
main office. What location most appropriately suits the needs of the clients you 
support? 
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Appendix G 
VERBAL CONSENT FORM 
Project Title: Investigations of Prescribed and Voluntary Job Roles in Community Service 
Delivery for Persons who have Intellectual Disabilities after the Implementation of the 
3Rs; Rights, Respect and Responsibility Project 
Principal Investigators: Sarah Ruiter 
sr05nz@brocku.ca 
(To be verbatim by the primary researcher). 
Frances Owen 
fowen@brocku.ca 
(905)688-55501 ext 4807 
Thank you for your interest in this study. Before I begin interview I must confirm that you 
understand what is required from you in the study and that you acknowledge your rights as 
a voluntary participant within the study. Did you have an opportunity to read the consent 
form that was sent with the letter of invitation? 
Okay, in order to get your consent I will read the consent form to you over the phone it 
should only take one minute .. Please say yes or no to the questions that I ask within the 
verbal consent. In order to begin reading the consent I must first ensure that I have your 
permission to tape record our conversation. Do I have your permission to tum the tape 
recorder on? 
(Turn on tape recorder) 
With your permission I have turned on my tape recorder. 
The purpose of this study is to describe the formal job duties and the voluntary job 
behaviours that support workers have engaged in both before and after the implementation 
of human rights training at Community Living Port Colborne - Wainfleet (CLPW). This 
study involves an interview. 
As a participant you will be asked to respond to a short profile questionnaire which 
includes information such as how long I have been employed at CLPW and questions 
about the human rights training that you have been associated with. Your profile will only 
take approximately one-minute to complete. After completion of the profile you will be 
asked to participate in an interview that will include questions about your personal 
affiliation with the human rights training that has been provided as part of the 3Rs: Rights, 
Respect, Responsibility Project; the behaviours that you have to engage in at work 
according to the formal job expectations provided by CLPW; the work related behaviours 
that you engage in that are not a part of your formal job description and are considered 
voluntary; and finally, your opinions about human rights. Participation will take 
approximately 60 to 90 minutes. Do you understand what your participation entails? 
YES / NO (circled by the researcher) 
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All data will remain confidential. Please understand that your name will not be associated 
with any reports of the results of this research. Only the researchers named ab9ve will be 
able to associate my name with the information that you provide. Direct quotations will be 
used in publications and presentations of the results of the research but no names will be 
associated with them. The only exceptions to this are circumstances in which it is legally or 
ethically required that the data -and identifiers be disclosed. These include issues related to 
abuse, threat of harm to self or others, or a court demand for data disclosure. 
Do you understand that the interview will be audio-taped and all recorded responses will 
be transcribed, and that, all names and any personal identifiers will be removed from any 
of the transcribed materials? 
YES INO (circled by the researcher) 
Do you understand that you will have the opportunity to read the transcript of all of your 
responses to the interview questions and that you may clarify or remove information that 
you give during the interview to ensure accuracy in reporting? 
YES I NO (circled ,by the researcher) 
How would like the transcribed materials sent to you email or mail? 
E-MAIL / MAIL 
What address should I use? 
The interviews will be transcribed in a location where the tape cannot be overheard by 
people who are not involved in the research project. Transcriptions will be stored on a 
computer that is password protected. Only the researchers associated with the project will 
have access to the original recorded information and participant list. After the research has 
been completed the records and tapes will be stored in a secure location at Brock 
University until September 2013 when they will be destroyed. I understand that I may 
receive a summary of the results by contacting Sarah Ruiter after August 15,2011 by 
email. 
Additionally I would like to inform you about the risks and potential benefits to this 
study. 
This study may help researchers and community professionals to have a better 
understanding of role that support staff engages in while supporting individuals with 
intellectual disabilities in support of their rights. In the future other support staff and 
supported individuals may benefit receiving human rights training that is tailored for group 
home environments. 
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There are not anticipated risks associated with participation in this study. However, you 
may feel uncomfortable thinking about issues related to the rights of the people you 
support and the challenges you face in your job. - -
Your participation is voluntary, 
You may withdraw at any time without penalty. You may decline to answer any questions 
that you do not wish to answer. 
Do you agree to participate in this study described above? 
YES INO (circled by the researcher) 
Do you understand the information given to you in this consent process and agree to 
participate based on this information that I have explained? 
YES I NO (circled by the researcher) 
Thank you for your agreeing to participate, I wanted to take this time to let you know that 
you will be able to get additional information at any time by contacting me and you may 
contact me at any time to withdraw your consent without penalty of any kind 
Would you like to be contacted in the future for studies that would be similar to this one? 
(If yes), Thank you for your permission for future contact, may I have your e-mail and or 
phone number please? 
Phone Number: E-mail: 
------------------------ ---------------------
If you have any questions about this study or require further information, please contact the 
researchers using the contact information provided above. This study has been reviewed 
and received ethics clearance through the Research Ethics Board at Brock University (file 
# 10-099 - OWEN). If you have any comments or concerns about your rights as a research 
participant, please contact the Research Ethics Office at (905) 688-5550 Ext. 3035, 
reb@brocku.ca. 
(To be filled out by the researcher) 
I, _______________________ (printed name), have read this consent form verbatim to 
_______________________ (participants name), on ____________________ _ 
Researcher: 
-------------------
Signature: Date: 
---------------------------- --------------------------
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